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1.0 INTRODUCTION 


Task 2 (Review DARTS Goals and Objectives) and Task 3 (Develop Preliminary 
DARTS Guidelines) have been conducted to provide a basis for assessing 
DARTS operations and to assist in developing an understanding of the desired 
level of performance for DARTS. In Phase Two of the study, further 
evaluation and discussion by the Working Committee will be carried out to 


finalize guidelines and performance targets for DARTS. 


This technical memorandum outlines the DARTS goals and objectives and 
preliminary guidelines as discussed by the Working Committe, This material 
was developed by carrying out an initial review of existing material from 
DARTS, the Region and MTC related to goals and objectives for transportation 
for handicapped persons. The proposed goals, objectives and preliminary 
guidelines were then discussed in detail by the Working Committee at 


meetings in March, 1986 and May, 1986. 


The terminology utilized in this technical memorandum is briefly outlined, as 


follows: 


Goal refers to a very general, all-encompassing statement of overall 


purpose, 


Objectives are more specific statements which indicate how the 
overall goal of a system would be pursued. Objectives are usually 


capable of being measured, at least in conceptual terms, 


. Guidelines are specific statements of what should be achieved for each 
objective (i.e., targets} and should be measurable. Guidelines provide 
a basis for performance assessment of a system and may be modified 


on a regular basis to reflect changes in short term plans and policies. 


Background material on goals and objectives is provided in Appendix A, 
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2.0 DARTS GOALS AND OBJECTIVES 


Through review and discussion, the following goals and objectives have been 
developed by the Working Committee for DARTS: 


i) Overall Goal of DARTS: 


To improve the general well-being of disabled persons in the Regional 
Municipality of Hamilton-Wentworth by providing them an acceptable 


level of mobility. 


ii) Objectives of DARTS 


To make DARTS service available to all disabled residents of the 
Region who are unable to use regular public transit. (in carrying out 
this function, DARTS should not compete with transportation services 
provided by other agencies. However, it will be the objective of 
DARTS to be in a position to respond to increases in demand in the 


future). 
To provide an effective level and quality of service by DARTS. 
To provide DARTS services at an acceptable cost to the Region. 


To provide DARTS services in an efficient manner which meets or 


exceeds the performance of other similar systems. 
To effectively communicate with existing and potential DARTS users. 


To make the community aware of and to encourage support and 


participation in DARTS. 


To provide regular information on the operational performance of 
DARTS: 


3.0 PRELIMINARY GUIDELINES 


Through review and discussion with the Working Committee, some preliminary 
guidelines have been identified. In several cases further investigation and 
consideration will be required to finalize these guidelines. These cases are 


discussed in this section. 
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3.1 Eligibility 


Objective 


To make DARTS services available to all disabled residents of the Region who 


are unable to use regular public transit. 


Preliminary Guidelines 


i) The eligibility criterion should be a clear and consistent statement for 
use in all published material (e.g., Residents of the Region who are 
unable to use Hamilton Street Railway (H.S.R.) services due to a 


disability are eligible to use DARTS services.) 


ii) A registration application and screening process is necessary to ensure 
professional medical verification of eligibility criterion, with a final 


administrative check and a follow-up review on all uncertain cases. 


iii) Ensure that all applicants meeting the eligibility criterion and other 
requirements of the application process will be registered to use 


DARTS services (i.e., no waiting list). 


iv) There should be an eligibility monitoring process for ensuring that all 


DARTS users meet the eligibility criterion. 


v) Provide services to registered users on an equitable basis which best 


meets their travel needs. 


Comment 


The eligibility criterion of making DARTS services available to disabled 
persons who are unable to use regular public transit differs from the MTC 
criterion of providing service to disabled persons unable to boara regular 
transit vehicles. The current MTC funding formula provides a two-part 


subsidy (25% of operating costs plus $2.70 for each eligible passenger trip). 
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The passenger trip subsidy should not be claimed for trips by persons who do 
not meet the MTC criterion, Therefore, the use of a broader eligibility 
criterion for DARTS would mean that certain trips might not qualify for the 
MTC passenger trip subsidy. The DARTS eligibility criterion is a policy issue 


which will require further consideration during this study. 


Guideline (iii) was discussed at length by the Working Committee. It was the 
view of the committee that all persons meeting the eligibility criterion and 
other requirements of the application prcess should be registered to use 
DARTS and given an opportunity to make trips as long as capacity is available, 
This may mean that a higher rate of trip refusals would be experienced but it 
was felt to be a more equitable approach to providing a publicly funded 


service, This guideline will require further consideration during the study. 


3.2 Level of Service 


Objective 


To provide an effective level and quality of service by DARTS. 


Preliminary Guidelines 


i) Provide a level of service that would accommodate 99% of all trip 
requests made more than 24 hours in advance and 90% of all same day 
trip requests by DARTS users, within the DARTS service area and 


designated hours of service. 
ii) Make DARTS services available between the hours of 06:00 to 23:00, 
Monday to Saturday and between the hours of 09:00 to 23:00, Sundays 


and Statutory Holidays. 


iii) Provide DARTS services to all areas within the Region. 
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iv) Ensure that DARTS vehicles or taxis have safe, comfortable seating 
for each passenger and that the vehicle interior is maintained in a 


clean and comfortable condition. 


v) Provide DARTS passengers with assistance by the driver to get in and 
out of the vehicles safely and comfortably and to be properly seated in 


the vehicle, 


v1) Provide public and passenger information on the availability and use of 
DARTS services, 


vii) Operate DARTS services to arrive within 15 minutes of the scheduled 
drop-off or pick-up times and to ensure passenger in-vehicle travel 


times do not exceed 75 minutes, 


Comment 


Guidelines (i), (ii) and (iii) relate directly to the level of service which should 
be provided by DARTS and represent a preliminary indication of desired 
targets, Guideline(i) is an indication of the capacity of service that is 
provided relative to the user requests for service and may be measured by trip 
refusals, This guideline is lower than DARTS current performance of 
accommodating 99% of all trip requests, The regular transit system has a 
target of providing service within walking distance of 95% of the residences 
and to give 95% schedule performance, Guideline(ii) corresponds to the 
service hours currently provided by DARTS but is different than H.S.R. (06:00 
to 24:00 Monday to Saturday, 07:00 to 19:00 Sundays and Holidays). Guideline 
(iii) corresponds to the current operating policy of DARTS but the H.S.R. 
serves a smaller area defined as the Urban Transit Area, These guidelines will 
require further analyses of travel needs and associated operating costs to 


enable finalization. 


333 Recovery of Costs 


Objective 


To provide DARTS services at an acceptable cost to the Region, 


Preliminary Guidelines 


i) Individual passenger fares on DARTS services to be equivalent to 


regular adult fare on H.S.R. services. 


ii) Where agencies request DARTS services to their programs for 
registered DARTS users, the agency should be requested to pay a fare 


representing the marginal costs of the trips. 


iii) DARTS services to be provided according to the annual budget 


approved by Regional Council. 


Comment 


A significant policy question relates to Guideline(ii); the recovery of costs for 
trips provided to DARTS users travelling to programs provided by other 
agencies, The justification for higher fares charged to agencies is unclear but 
the practice is acceptable to these agencies and has enabled the financial 
burden of DARTS operations to the Region to be reduced. However, when 
these agencies are paying higher costs for certain passenger trips there may be 
an expectation that DARTS would give priority to these trips which is contrary 
to DARTS service eligibility ‘guidelines, This guideline will require further 
consideration, The guideline that DARTS passenger fares should be equivalent 
to regular adult H.S.R. fares is the current practice on DARTS and is also the 
policy followed by most other similar systems, However, with continuing 
increases in DARTS operating costs it may be necessary in future to consider a 
policy of having fares related to operating costs (i.e., the fare levei would be 


set to recover a certain percentage of operating costs), 


3.4 Service Efficiency 


Objective 


To provide DARTS in an efficient manner which meets or exceeds the 


performance of other similar systems, 


Preliminary Guidelines 


i) DARTS operations should meet or exceed the suggested performance 


targets below: 


Service Efficiency Existing Preliminary 
Performance 1985 Target 
Indicator Performance Performance 


(1986 dollars) 
Cost Per Irip: 


Operating cost per trip 


for DARTS vehicles ($) 10/26 . Oo 

Operating cost per trip 

for taxis (5) Be25 $ Te) 

Overhead cost per trip ($) oz 5 1.5 

Overall total cost 

per trip (S$) Stey S 9.00 
DARTS Vehicle Operations 

DARTS vehicle operating 

cost per hour ($) 17.80 S 21.00 

DARTS vehicle km per trip 7 85 8.0 

DARTS vehicle trips per hour ere) 2.00 
Overall System 

Revenue/Total Cost O.22 0.20 
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Comment 


The performance targets identified above provide an indication of the types of 
indicators which may be utilized to monitor the efficiency of the DARTS 
operation, The preliminary target performance levels for the years 1986 to 
1990 are an indication of current trends in DARTS. There is a need for further 


review and development of proposed performance levels for DARTS. 


3.5 Marketing 


Objective 


To effectively communicate with existing and potential DARTS users, 


Preliminary Guidelines 


i) Provide an information about DARTS services at selected locations 
such as medical clinics, homes for the elderly, etc., to ensure general 


awareness of service, 


ii) Provide frequent, regular information to DARTS users regarding 
SeGviIces, 

iii) Provide regular opportunities for dialogue with DARTS users, 

iv) Provide monitoring and reporting of all DARTS service complaints, 

3.6 Community Support 

Objective 


To make the community aware of and to encourage support and participation 
in DARTS. 


Preliminary Guidelines 


i) Information regarding DARTS should be made available to the general 
public, 
il) Community participation in DARTS including donations and volunteer 


service should be actively encouraged, 


Comment 
These are general guidelines which may require further discussion and 


elaboration, 


3.7 Administrative Reporting 


Objective 


To provide regular information on the operational performance of DARTS. 


Guidelines 


i) Provide financial and operational performance reports on a monthly 


basis to DARTS Board of Directors, 


ii) Provide financial and operational performance reports on a semi- 


annual basis to the appropriate committee of Regional Council. 


ili) Provide financial and operational performance reports to the MTC as 
required by MTC, 
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Comment 


Regular reporting of performance is an effective method of keeping the policy 
bodies informed on the status of the system and to enable progress to be 
monitored, The frequency and content of the reports, particularly to Regional 


Council will require further consideration. 


4.0 AREAS OF FURTHER INVESTIGATION 


The foregoing section identifies some preliminary guidelines or targets for 
DARTS. In a number of areas, it has been noted that further investigations 
will be necessary to finalize the performance guidelines. These areas can be 


summarized as follows: 


Eligibility Criterion 


The use of a broader eligibility criterion by DARTS than the MTC 
criterion could result in some loss of MTC subsidy as noted. Further 
information on ridership characteristics and financial implications is 
required to finalize DARTS eligibility guidelines. Also, clear policy 


direction is required regarding the elimination of waiting lists. 


Level of Service 


The level of service (eg., capacity, hours of service availability and 
area served) to be provided by DARTS has not been addressed thus far 
in the study. This will require further analyses of travel demands and 


service options to finalize guidelines, 


Agency Program Trips 


The current practice of charging higher fares for trips to certain 
agency programs has enabled DARTS to increase revenues and reduce 
the Regional funding requirement. However, there is not a clear 
policy on DARTS responsibilities to provide these trips and the basis 


for the fares charged, 
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Operational Efficiency Performance of DARTS 


The performance targets for operating efficiency indicated are 
preliminary estimates, Further analyses and discussion is required to 


ensure that performance targets are both reasonable and achievable, 


Administrative Reporting 


The need for administrative reporting of operational and financial 
performance of DARTS has been identified. At a broader level, the 
overall relationship between DARTS and the Region is unclear in a 
number of areas relating to financial, administrative and policy 


responsibilities, 
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DeLCan 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


ie 


REVIEW OF DARTS GOALS AND OBJECTIVES 


et Ge and Objectives, as outlined in DARTS Letters Patent 
1975): 


Wa) 


b) 


To promote the integration and development of transportation 
services within The Regional Municipality of Hamilton-Wentworth 
for those disabled persons of any age but who are handicapped 
in using the public transportation system; 


To encourage the adaptation and improvement of existing public 
transit systems to increase the availability of transportation 
for those disabled persons handicapped in their use of public 
transportation; 


In furtherance of the above objects, to administer and manage 
a special transportation system or such part or parts thereof 
as may be deemed necessary to carry out the aims of the 
Corporation; 


To carry on continuing planning and study into the development 
and improvement of accessibility to transportation for such 
disabled persons in the Region in co-operation with the existing 
social agencies, clubs and other non-profit associations whose 
aims and objects include assistance to such persons; 


To purchase or take by gift, devise, bequest or donation for the 
objects of the Corporation and for the furtherance of its objects, 
but for no other objects, and to sell, mortgage, lease or other- 
wise dispose of any real or personal property; and 


To collect moneys by way of donations or otherwise, to accept 
gifts, legacies, devises and bequests, or to hold, invest, expend 
or deal with the same in furtherance of the objects of the 
Corporation. " 


More recent information provided by DARTS (entitled "Disabled and Aged 
Regional Transit System - Background Information" - circa 1985) lists 
the following Goals and Objectives: 
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Review of DARTS Goals and Objectives 


Page Two 
"Statements of Purpose -- Objectives: 


D.A.R.T.S. provides a transportation service for all disabled persons 
whose mobility caused by disability severely inhibits or prevents the 
use Of regular transit in the Regional Municipality of Hamilton-Wentworth. 


D.A.R.T.S. does not discriminate as to type of disability. Assessment 
of criteria for eligibility is verified by medical evidence. 


This is an essential service to the Community. The rights of the 
disabled and their families are protected under the Charter of Human 
Rights to parallel regular transit to be enacted in April, 1985. 


Goals: 


A. To maintain the quality of service and benefit to the community 
by: 


(1) general information (application forms, assessments, 
brochures, newsletters, annual meetings, community support); 


(2) maximizing trip bookings consistent with passenger and 
vehicle capacities within existing hours of service and 
budget framework; 


(3) maintaining fare structure for individual passengers, 
agencies, charters; 


(4) compliance with D.0.T./M.T.C. regulations, under the 
Highway Traffic Act R.S.0. 1980 c. 198, Regional and local 
by-laws; preventative maintenance and certification of 
mechanical fitness of vehicles and other equipment; 


(5) defensive driving, C.P.R., etc., and ongoing training for 
staff to reduce accidents and favourable claims experience 
for insurance. 
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B. To plan for the short and long term by: 


reviewing unmet need, especially those on the waiting 
List; 


(2) assessing the impact of B(i) on existing capacities 
(vehicle acquisitions); 

(3) monitoring the cost effectiveness of the operations 
(vehicle acquisitions); 

(4) establishing levels of service within the framework 
of forecasts and budgets; 

(5) ongoing research with vehicles, hydraulic lifts, 
scheduling." 

a Policies in the Official Plan of the Regional Municipality of 
Hamilton-Wentworth (1982) related to transit services for disabled 
persons: 

yh ae Gs That the planning of transit routes and intermediate 


capacity transit lines take into account the location of: 


a) Major employment and retail concentrations, 
universities and schools; 


b) Concentrations of high density residential developments; 
c) Terminals of inter-city transportation systems; 
d) Major medical and social service centres; 


e) Housing development for the elderly, the handicapped 
and the socially disadvantaged; and 


f) Social amenities such as parks, theatres, museums, etc. 
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Page Four 
- Pee ia That the Regional transit system incorporate, where 
feasible, special vehicle features and operational 
procedures that will make the transit system more 
accessible to elderly and handicapped persons. 
ee To encourage the provision of a special transit service 


to meet the needs of those elderly and handicapped 

persons within the Region who are unable to use the 
regular public transit system. Regional support will 

be based on the recognition that this transit service 
should provide, where feasible, access for this seament 

of socity, in an efficient manner, to medical and 
education institutions, and places of employment as well 

as to personal shopping, social and recreational functions. 


4. Policy of the Ministry of Transportation and Communications (MIC) of 
Ontario related to transportation for the physically disabled: 


Briefly summarized as: 


The MIC has a policy of providing support for provision of special 
transportation services for the physically disabled by Ontario 
Municipalities. This support is intended to assist municipalities 
to provide service to those individuals who, regardless of age, 
are unable to board regular transit facilities. This eligibility 
must be determined and enforced by the municipality. This could 
be done through préfessional verification of a person's inability 
to board reqular transit facilities which can in turn be ruled on 
by an eligibility committee or a municipal official. 
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SUMMARY 


DARTS is an independent operating agency providing a parallel transportation 
service for disabled persons who are not able to use regular transit in 


Hamilton-Wentworth. 


DARTS is located at 28 Ewen Road, in the west end of the City of Hamilton. 
DARTS has 19 vans and 4 spares as well as 2 large buses, which are used for 
charters. DARTS provides service seven days a week, from 6:00 a.m. to 11:00 


p.m. on weekdays, and from 9:30 a.m. to 11:00 p.m. on weekends and holidays. 


DARTS presently has about 4000 registrants, of which about 3000 are 


considered active users, and DARTS also has approximately 400 additional! 


eligible persons on a waiting list for service. DARTS has two fare structures 


for passengers; some passengers are sponsored by agencies, for which the fares 
vary between $2.76/trip and $17.50/trip. Unsponsored passengers pay the fare 


themselves, which was $0.90/trip in 1985, and has increased in 1986 to 


$0.95/trip, which is the same as regular transit. 


In 1985, DARTS carried 192,786 trips; 50.6% of these were in DARTS vehicles 
(vans and buses), and the remaining 49.4% were in taxis. Where possible, 
DARTS carries ambulatory passengers in taxis, as the cost per trip is $4.18 
compared to $10.26/trip for DARTS vehicles. For 6 months in 1985, 0.8% of 


all trip requests were refused because of inadequate system Capacity. 


DARTS' total expenses (operating and overhead) in 1985 were $1,717,308. 


Revenues totalled $379,257 (22.1%), and the remainder of the deficit was 
funded by the Region and the Province, 24.4% and 53.5% respectively. 


Several significant characteristics of DARTS noted during this inventory are 


as follows: 


DARTS is an independant operating Corporation with a Board of 


Directors. 
DARTS' eligibility criterion differs from the MTC criterion. 
DARTS has a waiting list of 400 people 


Taxi service is used heavily by DARTS 


Other agencies pay a negotiated fare for some DARTS trips 


A computerized reservation, scheduling and dispatching system is used 
by DARTS 


DARTS' costs, ridership and revenues have increased significantly 
since 1980. 
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1.0 INTRODUCTION 


1.1 Purpose and Methodology of Study Task 


The purpose of Task 4 of the study was to establish and document the 
characteristics of the existing DARTS system. This Technical Memorandum 


summarizes the findings of this task. 


A detailed list of desired information was reviewed with DARTS staff to 
determine what data could be obtained. This list is included in Appendix A. 
This initial request for information was followed-up with visits and discussions 


with DARTS representatives. 


The data collected in Task 4 are documented in the following sections, under 


the headings: 


- Users 

- Services 

- Operations 

- Vehicles and Facilities 
- Reporting and Financial 
- Organization 


- Significant Characteristics 


1.2 Overview of DARTS 


DARTS is an acronym for Disabled and Aged Regional Transit System. DARTS 
is a private, non-profit organization, established in 1976 to "promote the 
integration and development of transportation services within the Regional 
Municipality of Hamilton-Wentworth for those disabled persons of any age but 
who are handicapped in using the public transportation system". DARTS' costs 
are funded by the Ministry of Transportation and Communications (MTC) and 


the Regional Municipality of Hamilton-Wentworth, in addition to revenue from 
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passenger fares and charitable donations. MTC and Regional funding is 
provided through an operating agreement between DARTS and the Region. 
This agreement between the Region and DARTS, which outlines the services 


and procedures that DARTS follows, is included in Appendix B. 
In 1985 DARTS conducted an evaluation of services by circulating a 


questionnaire to DARTS users and participating agencies. The results of this 


survey are attached as Appendix K. 
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2.0 DARTS USERS 


2.4 Eligibility 


DARTS has established an eligibility criterion which determines who may use 


the DARTS service. The original definition of an eligible user was: 


"Any individual in the Regional Municipality of Hamilton- 


Wentworth unable to use regular transit with dignity." 


This definition was modified in 1982 to the present form: 


"Any individual in the Regional Municipality of Hamilton- 
Wentworth whose inability, caused by disability, severely 
inhibits or prevents the use of regular transportation in 


Hamilton-Wentworth." 


2.2 Registration 


The registration process is outlined below: 


I. a) Applicant obtains an application form from an agency, hospital, 


Ser 


b) DARTS mails applicant an application form in response to a 


personal request, or information from another source that the 
person may be eligible for DARTS service. This application is 


included in Appendix C. 
2. Applicant completes application form and returns it to DARTS. 


Medical history detailed on application form requires a doctor's 


signature as verification. 
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3. DARTS management reviews the application and accepts or rejects it 
on the basis of the DARTS eligibility criterion. In some cases, follow- 
up calls are made to the applicant or the doctor to clarify information. 


Approximately 90% of all applications are accepted at this stage. 


4, DARTS management may decide that a personal visit is required to 


ensure that the decision to accept or reject an application is correct. 
A variety of organizations assist DARTS in this review. A previously 
rejected application may be accepted after this review, and vice- 
versa. Approximately 40 interviews or home visits are conducted per 


year. 


23 Number of Users 


Presently there are approximately 4000 DARTS registrants, of which 
approximately 3000 are considered active users. The remainder 
(approximately 1,000) do not receive DARTS mailings and are thought to be 
generally housebound and/or bedridden. In addition, there are approximately 


400 persons on a waiting list for DARTS service. 


Historically, a waiting list has existed since 1982. Twice, the level of service 
was such that DARTS was able to accommodate all persons on the waiting list. 
This last occurred in July, 1985. Since then, all accepted applicants have been 


placed on the waiting list and the number is now approximately 400. 


N 


3.0 DARTS SERVICES 


A Service Guidelines 


DARTS provides door-to-door service anywhere in the Region, an area of 
approximately 1,250 square kilometres. Service is provided from 6:00 a.m. to 
11:00 p.m. from Monday to Friday, and from 9:30 a.m. to 11:00 p.m. on 
weekends and holidays. DARTS also provides charter services to groups 


travelling within and outside the Region. 


DARTS aims to provide a parallel transit service for all disabled persons in the 
Region. To this end, priority is not given to any one type of trip. In practice, 
however, when capacity is limited priority is given for medical appointments 


and to persons in wheelchairs. 


DARTS' service guidelines are explained to all new registrants by the 
Community Relations Coordinator. DARTS users are asked to be ready at 
least 15 minutes before the scheduled pick-up time, to minimize delays. The 
maximum travel time for one trip is limited to 75 minutes. DARTS drivers are 
instructed to wait at the pick-up location three minutes after the scheduled 
pick-up time before leaving and registering a "no-show". The driver also 
leaves a no-show notice in the user's mailbox, and a copy is kept in the user's 
file at DARTS. Users who accumulate a significant number of no-show notices 


may have DARTS service discontinued to them. 


aoe Amount of Service 


The total number of trips on the DARTS system in 1985 was 192,786 (this 
includes taxi trips), a 114% increase since 1980. However, the number of trips 
in regular DARTS vehicles was 97,610, only an 8% increase since 1980, when 
taxis were not used. In the last five years, the increased capacity of the 
DARTS system has been due almost entirely to the use of taxis. This is 
related to a significant shift in the numbers of ambulatory nassengers; 
currently 60% ambulatory from 40% ambulatory five years ago. Operating 


data for 1980 to 1985 are summarized in Appendix D. 
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The weekday average number of trips at present is approximately 800. These 


trips break down as follows: 


- Approximately 500 trips are prebooked (i.e. subscription) and 
prescheduled on fixed routes (21 fixed routes for DARTS vehicles, 23 
for taxis). The majority of these trips are for work or school. Users 
are only required to inform DARTS of cancellations; otherwise trips 


are automatically scheduled. 


- The remaining 300 trips occur on a demand reservation basis. These 
trips are either reserved at least one day and up to 31 days in advance, 
or else they are standby trips which can be accommodated because of 


cancellations. 


The number of individual trip reservations that may be accommodated on an 
average weekday is approximately 300. When this limit is reached for a 
specific day, further requests are taken on a standby basis. Cancellations are 
generally made 24 hours in advance. However, many cancellations are on the 
same day. The vacant spaces created by these cancellations are difficult to 
fill. By the night before when all cancellations have been received, 
approximately 70% of standbys can be accommodated. On the weekday itself, 
a further 10% to 20% may be accommodated. The remaining standby trips can 
not be served. In 1985, trip refusals averaged 33.7 per week, or approximately 


7.0 per weekday. 
3.3 Fares 


DARTS has two basic fare categories, one for passengers sponsored by an 
agency, and one for unsponsored passengers who pay the fare themselves. 
DARTS' charter service is provided on a break-even basis, so that all costs are 


recovered from the group or individual who arranged the charter. 


Unsponsored passengers pay by ticket. Books of ten tickets are purchased 
from DARTS (at the DARTS office, by mail or from the drivers) for $9.50: 
$0.95 a ticket (this is the 1986 fare, in effect since January 1. The 1985 fare 


was $0.90). Tickets are good for one one-way trip. 
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Sponsored passengers receive assistance from community agencies that make 
direct payments to DARTS for their trips. Agency fares vary between 
$2.76/trip and $17.50/trip. Each agency and DARTS negotiate the fare they 
are charged each year; fares depend somewhat on the types of trips that the 
passengers the agency sponsor make. A complete list of all agencies and the 
fares they pay is included in Appendix E. Sponsored passengers are issued a 
sponsorship card which indicates the type of trips that are sponsored, the 
passenger's name, address, and DARTS user number, and the expiry date of the 


sponsorship card. 


Every passenger on DARTS must either show a sponsorship card or present a 
ticket to the driver when they enter the DARTS vehicle or taxi. If the 


passenger does not present a ticket, the driver notes this on his schedule as a 


"no-ticket". Passengers who have accumulated approximately ten or more 


"no-tickets" are invoiced by the Accountant. 
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4.0 DARTS OPERATIONS 


4.1 Reservations, Scheduling and Dispatching 


DARTS has a microcomputer-based reservations and scheduling system 


developed by Comshare Ltd., in consultation with DARTS. 


The database for the system consists of four main sets (or files). The first is 
the Client set which contains information on each of the registered 
passengers, such as identification number, address, and most frequent 
destinations. The second set, the Booking set, contains all the irregular 
bookings the passenger has requested. The third set, the Master Schedule set, 
contains all the regular bookings for those passengers who go to the same 
destination the same day each week. The fourth set, the Today set, contains 


all the requested trips for the current day. 


DARTS passengers only have to reserve irregular trips; regular trips are 
automatically booked unless the passenger has cancelled a specific trip. The 
DARTS Reservationist enters a trip reservation directly into the computer as 
she is talking to the passenger, where it is stored in the passenger's Booking 
set. On the day before, the Booking set and the Master set are merged by the 
computer, to produce a trip list (the Today set) for each vehicle; all trips are 
allocated to a specific vehicle. After this point, all further trips to vehicle 


allocations are done manually by the Scheduler. 


The process requires interaction between the Scheduler and _ the 
Reservationist. The Scheduler informs the Reservationist of when and on what 
vehicles a trip can be accommodated. If there is an opening available, the 
Reservationist will accept the passenger's trip reservation. Otherwise, she 
will record the trip request on a standby sheet. The Reservationist notifies 
the Scheduler of trip cancellations, and he in turn determines which standbys 
can then be accommodated. By 4:00 p.m. on the day before, all cancellations 


have been received, and all trip-to-vehicle allocations have been made. 
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The Scheduler gives the Dispatcher the final vehicle schedules before that 
day's services commence. The Dispatcher then gives each driver a Daily Trip 
Sheet. Same-day trip requests and call returns are handled directly by the 
Dispatcher, not by the Reservationists. Call returns are requests for a return 
trip from a location which the user travelled to earlier in the day on DARTS. 
There are between 30 and 60 call returns on an average day. All DARTS 
vehicles are radio-equipped, enabling the Dispatcher to inform drivers of last- 


minute changes. 


At the end of their shifts, the drivers hand in a Daily Trip Sheet to the 
Dispatcher, which lists all trip changes, no-shows and no-tickets. The 
Dispatcher verifies the Daily Trip Sheets, and submits them to the 


Accountant, who prepares the monthly billings for agencies and others. 


The Daily Trip Sheets are also used to update the statistical database on the 


computer, which produces performance reports for DARTS management. 


4.2 Daily Operations 


DARTS' drivers are responsible for checking their vehicles in the morning 
before they take them out on the road. Drivers complete a Vehicle Check 
Sheet, noting whether the vehicle is properly fueled, whether any indicators or 
mechanisms are malfunctioning, and whether there is any body damage. The 
service contractor can correct some problems immediately, such as a vehicle 


not fueled, for example. 


The Dispatcher gives each driver the Daily Trip Sheets for his vehicle; drivers 
are left to determine specific routings, as they are most familiar with the 
Region's roads and driving conditions. Drivers record actual trips on the Trip 
Sheets, and also whether a passenger paid by ticket, or which agency sponsored 
him, or whether he had no ticket. “‘'o-shows and cancellations are also 


recorded on the Trip Sheets. 


The Dispatcher maintains radio contact with the drivers. Although there is no 
continuous on-the-road supervision, the Operations Supervisor, Community 
Relations Coordinator and Exectuve Director and Scheduler frequently take 
trips on DARTS' vehicles and taxis to resolve problems, monitor routes and 


schedules or converse with passengers. 


In addition to their driving duties, drivers are responsible for helping the 
passenger from the door into the vehicle at the pick-up location, and from the 
vehicle to the door at the drop-off location. Drivers assist ambulatory or 
semi-ambulatory passengers into and out of the vehicle, and load and unload 
wheelchair passengers. Drivers are responsible for strapping all passengers 
securely into their seats and for securing wheelchairs in the vehicles. Drivers 


also sell books of tickets, and are therefore responsible for the cash. 


4.3 Arrangement for Taxi Service 


Reservations, scheduling and dispatching for taxis is handled in the same way 
as for DARTS vehicles. Taxi trips are generated in the computer's merge 
operation the day before, and are assigned one vehicle number for individual 
trips and one for group trips. The taxi operator's dispatcher then determines 


specific vehicle assignments on the day itself. 


In the agreement with the taxi operator (included in Appendix F), DARTS has 
established a requirement that a minimum of 20 taxis be available for DARTS 
service between 6:00 a.m. and 11:00 p.m. DARTS also specifies that a 


maximum of four passengers may be carried in one taxi. 


The 1985 rate per taxi trip was $4.25. One passenger is one trip; therefore if a 
taxi carries three passengers DARTS pays for three trips. If a taxi is more 
than 15 minutes late for a pick-up, DARTS only pays half the normal rate for 
the trip; $2.13. 
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44 Vehicle Maintenance Contract 


DARTS sublets garage space to Mountain Mobile Maintenance, Ltd., who 


service the DARTS vehicles. The annual cost of this maintenance contract is 


approximately $100,000. A copy of the agreement is included in Appendix G. 


Mountain Mobile Maintenance is responsible for the following: 


daily fuel and check all vehicles and do minor repairs as required 
service calls, safety inspections as prescribed by DOT 


perform preventative maintenance 
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5.0 DARTS VEHICLES AND FACILITIES 


bis | Vehicles 


DARTS owns a total of 19 vans plus 4 spares and 2 large buses which are used 
for charters. A list of all vehicles is included in Appendix H. The average age 
of the van fleet is 3.1 years. DARTS' 6-year vehicle replacement program is 


summarized below. 


Replacement Additional 
Year Vehicles Vehicles 
1986 6 Vans - 
1987 1 Van 1 Van 
1988 - 1 Van 
1989 1 Van 2 Vans 
1990 6 Vans 1 Van 
199 8 Vans - 


BiePe Facilities 


DARTS leases the property at 28 Ewen Road (a copy of the lease is included in 
Appendix I). DARTS in turn sublets an area in the garage to Mountain Mobile 
Maintenance Ltd., who have the service contract for DARTS's vehicles. 
Annual rent on the property is $15,125. Annual sublet income is $3,600, so 


therefore the net annual rent DARTS pays for the property is $11,525. 


There is approximately 300 m2 (3,300 ft?) of office space and 
200 m2 (2,200 ft2) of garage space in the DARTS building. There is 
approximately 1,570 m2 (16,900 ft?) available outdoors for DARTS vehicle 
parking and an additional 1,470 m2 (15,800 ft2) for car parking. A propane 
storage tank and fueling area is located in the DARTS vehicle parking area. 


The layout of the facilities at 28 Ewen Road is illustrated in Exhibit 5.1. 
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6.0 DARTS REPORTING AND FINANCIAL DATA 


6.1 Reporting Procedures 


DARTS keeps detailed records of every trip, and every no-ticket trip, 
cancellation and no-show. In addition, full accounting records are kept of all 


expenses and revenues. 


Monthly performance and financial statistics are provided to the Board (an 
example is included in Appendix J). Accounting reports are provided to the 
Region to satisfy the terms of the DARTS operating agreement, and also so 


that the Region may process the payroll. 


6.2 Financial Data 
DARTS' year-end 1985 financial statement is presented in Table 6.1. Note 


that these figures are unaudited. A copy of the audited 1985 statement is 


provided in Appendix H. 

DARTS' financial statistics for 1980 to 1985 are summarized in Table 6.2. 
Annual operating statistics, such as total trips, vehicle hours and so forth, are 
included in Appendix D for 1980 to 1985, 


6.3 System Performance 


The performance of the DARTS system from 1980 to 1985, in terms of specific 


efficiency and productivity indicators, is summarized in Table 6.3. 


Efficiency 


DARTS is a unique system in that it makes extensive use of taxis to carry 


ambulatory passengers. The reason for this is that taxi trips are not as 
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Operating Costs 


DARTS Vehicles: 


Taxis: 


Overhead Costs 


Depreciation 


Revenues 


Grants 


Table 6.1 


DARTS 1985 FINANCIAL STATEMENT 


Drivers 

- wages 

- benefits 

- workmen's comp. 
- uniforms 


Other Vehicle Costs 

- gas and oil 

- vehicle repairs 

- communications 

- insurance 

- licences and permits 


- salaries 

- telephone 

- postage 

- printing and stationery 
- office equipment 

- computer services 

- maintenance of premises 
- rent 

- travel 

- legal and audit 

- miscellaneous 


- vehicle depreciation 


TOTAL EXPENDITURES = 


Fares 

- passengers 

- agencies 

- charters 

Other ; 

(incl. charitable donations) 


TOTAL REVENUES 


- MTC 
- Region 


NOTE: These figures are unaudited. 
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Annual Costs 


S$ 630,991 
94,702 
19,553 
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S 88,279 
104,014 
ota 

49,088 

3,421 


S 397,691 


$ 132,267 
16792 
6,158 
192135 
3,993 
3,680 
16,345 
525 

84] 
14,870 
12,81) 


$ 85,140 


§ 116,548 
2165537 
oNaas 


S 14,509 


§ 919,254 
418,797 


Sub Totals 


$ 748,521 


S: 252,939 


$ 397,691 


S25) 087 


$ 85,140 


$1,717,308 


S$ 364,748 


$__14,509 


$7 379,257 


$1,338,051 
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Table 6.3 


EFFICIENCY AND PRODUCTIVITY INDICATORS 


Indicator 1985 1984 1983 1982 1981 
_ Operating cost/veh. hour 
- DARTS vehicles S17 .79 S19e 12 $17.69 $557.6 - 
Operating cost/trip 
- DARTS vehicles $10.26 $ 9.19 Say <67 $6.99 - 
- Taxis Sars S200 S 08 0 0 
Overhead cost/trip Sipe aol $ 1.56 S if S129 - 
Total Cost/Trip Sega. $35.70 Say SEAS $7.25 


Overhead costs asa % 
of operating costs 16.7% 21.8% 29.5% = = 


DARTS Vehicle km travelled 765,891 606,340 614,079 569,418 780,861 
Vehicle km/Trip POE 6.30 5.98 5.65 6.38 


% increase in MTC grant 
from previous year 23.8% 43.2% 8.2% 13.5% 68.4% 


% increase in passenger 

revenues from previous 

year 10.3% 14.8% 3.6% ITAE% 22.7% 
Trips/vehicle hour 

- DARTS vehicles pee. 2.1 a} RE) a 


Passenger fares and other 


revenue/total expenditure Oe27 0:23 0.27 0.29 0.33 
NOTES: 
1) Operating costs/veh, hour are operating costs for DARTS vehicles (as 


shown in Table 6.1) and hours reported for DARTS vehicles, only. 


ii) Operating cost/trip are the separate operating costs and trips for 
DARTS vehicles and Taxis, respectively. 


ili) Total cost/trip are operating plus overhead costs and trips for DARTS 
vehicles and taxis combined. 


iv) Trips/vehicle hour are trips on DARTS vehicles and hours reported for 
DARTS vehicles, only. 


1980 


Soy, 


634,465 


7.04 


0.40 
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expensive as trips made in regular DARTS vehicles. In 1985, the average 


operating costs per trip were: 


regular DARTS vehicles $10.26/trip 
taxis $4.18/trip 


Therefore, DARTS finds it more efficient and economical to transport 
ambulatory passengers (individuals not confined to a wheelchair or requiring 


some other aid) in taxis. 


Since 1980, the overall cost per trip on the DARTS system has increased 52% 


from $5.57/trip to $8.47/trip (this overall cost includes taxi trips in 1983 and 


later years), as follows: 


1980 to 1981 = 30.2% increase 


1981 to 1982 = 14.2% increase 


1982 to 1983 = 2.3% increase 
1983 to 1984 = 2.8% increase 
1984 to 1985 = 2.7% increase 


Both operating and overhead costs were lower in 1985 than in 1984: 


the operating cost per vehicle hour for DARTS vehicles was 7.5% 


lower in 1985. 
the overall cost per trip was 2.7% lower in 1985. 


overhead costs as a percentage of operating costs were 30.5% lower in 
1985. 


Productivity 


DARTS 1985 vehicle utilization was 1.7 trips/vehicle hour (one trip = one 


passenger, one way). This figure is an total for regular DARTS vehicles only. 
Vehicle utilization for 1981 to 1985 is summarized below (data are not 
available for 1980). 
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DARTS Total Trips on DARTS 


Year Vehicle Utilization DARTS Vehicles Vehicle Hours 
1985 1.7 trips/veh. hr. 97,610 56,300 
1984 2.1 trips/veh. hr. 96,273 46,254 
1983 2.3 trips/veh, hr. 102,696 44,545 
1982 2.3 trips/veh. hr. 102,890 45,641 
198] 2.3 trips/veh., hr. 109,472 nS of, 


Peak periods occur between 7:00 a.m. to 10:00 a.m. and between 2:00 p.m. 
and 5:00 p.m. During peak periods, 15 or more DARTS vehicles and at least 20 
taxis are in service. Scheduled DARTS vehicle assignment for weekdays, 


Saturdays, Sundays and holidays are shown in Exhibit 6.1. 


Vehicle utilization for taxis cannot be calculated, as no record is kept of taxi 
vehicle hours. However, this measurement is not of direct concern, as DARTS' 


cost per taxi trip is the same, regardless of the amount of time the trip takes. 


Since 1983 most ambulatory passengers have been transferred from DARTS' 
vehicles to taxis, thus increasing the capacity on DARTS! vehicles. Also, 
longer distances (average from 5.53 km/trip in 1982 to 7.85 km/trip in 1985 - 
42% increase) travelled on DARTS' vehicles have reduced vehicle utilization 


from 2.3 to 1.7 trips/vehicle hour. 
The increase in passenger service is as follows: 


% increase 


1981 to 1982 (6.4) 
1982 to 1983 19.1 
1983 to 1984 29.7 
1984 to 1985 Zh 4 
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7.0 DARTS ORGANIZATION 


The DARTS organizational structure is illustrated in Exhibit 7.1. 


7.1 Board of Directors 


In 1985, there were 16 members of the DARTS Board of Directors. One 
member of the Board is a Regional Representative (a Regional Council 
Member) and in 1985 one member was disabled, but not a DARTS user. In 
1986, there will tentatively also be two new members who are disabled and are 
DARTS users. 


The Nominating Committee of the DARTS Board of Directors nominates 
people for consideration as new Board members. The Board of Directors are 
confirmed each year at the Annual Meeting by the members of DARTS. The 
term for Board members is three years (Officers may serve for two terms). 
Consequently, five members retire from the Board and five new members join 


the Board every year. 


The Board of Directors schedules four meetings per year, and in addition to 


these normally meets two or three more times. 


Fez Committees 


There are six DARTS committees of the Board; Executive, Personnel, 
Nominating, Finance & Administration, Community Relations, and 
Service & Operations. Committee members do not have to be Board members; 
any member of DARTS, who is any member of the community who supports 


DARTS' objectives, may be a committee member. 
At the DARTS Annual Meeting, vacancies on committees are announced, 


nominations are made, and the Board asks for ratification by all members in 


attendance at the Annual Meeting. 


7-1 


iwc (etree 


' t 7? 2 
i = 
, 
2 Ae 
VAs 
7) 
; * <tr so 
ali 


> ire era 
1) li a niger) came 


=r Vitam yt cA) 


- 


“GS SN 1A ee 
i © aS Oil eaeenb 
ye F anv &) Ga o@ a == (ee a —s 
‘The fm Mca) Sune Sheu’ ‘cA 


cucininnil ee 


Committees meet about three or four times per year, in addition to the Annual 


Meeting. 


Jad DARTS Staff 


DARTS employs eleven full-time and four part-time staff, listed below. 


Full-time Part-time 
1 Executive Director/Secretary of the Board 1 Receptionist 
| Office Manager/Accountant 3 Dispatchers 


1 Chief Dispatcher/Scheduler 

| Operations Supervisor 

1 Community Relations Coordinator 
| Receptionist 

2 Reservationists 

2 Dispatchers 


1 Secretary/Accounts Payable 


In addition, DARTS employs 11 full-time and 21 part-time drivers. All drivers 
are members of the Canadian Union of Public Employees (CUPE). A 
Collective Agreement between DARTS and CUPE determines hourly pay rates, 
benefits and working conditions. The latest Collective Agreement expired 


December 31, 1985 and has not yet been re-ratified. 


The Region processes the payroll for staff and drivers. The Board of Directors 
approves staff salary rates and ranges every year, and the Region is notified of 
all changes. Drivers' hours are approved by the Dispatcher, and then the 
payroll clerk prepares time cards for the Region to process the drivers' 


payroll. Drivers' hourly rates, as of December, 1985, were: 


Full-time: $10.20/hour plus benefits 
Part-time: $10.91/hour (no benefits) 
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Three volunteers assist in general office duties at DARTS on a part-time basis. 


7.4 


User Interface 


The main interfaces between DARTS and its users are: 


Information meetings with DARTS users. These meetings are 
organized by the Community Relations Coordinator and are held every 
two months. These meetings involve two-way interaction; users 
participate in discussions with DARTS staff and management about 


any items of concern and discuss future plans. 


The DARTS newsletter. This is essentially one-way interaction; 
DARTS keeps its users informed of current developments. The 
newsletter is published by the Community Relations Coordinator and 


sent to DARTS registrants on the mailing list. 


Contact with the Reservationists or Dispatchers. Users phone in to 
DARTS to make trip reservations. At this time, they may also ask 
about recent changes or additions to service, or may be informed of 


these as a matter of course. 


Contact with DARTS drivers. Users often make suggestions 
concerning DARTS' service to the drivers. Also, as with the 
Reservationists and Dispatchers, users may ask about or be informed 


of recent changes or additions to service. 
Registration. This is a one-time occurrence. When a new user 


registers with DARTS, the Community Relations Coordinator explains 


how the DARTS system works and outlines the service guidelines. 
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8.0 SIGNIFICANT CHARACTERISTICS OF THE DARTS SYSTEM 


Several characteristics, which distinguish DARTS from many _ other 
transportation services for the disabled or are otherwise significant, were 


identified in the preceeding sections. These are summarized below. 


Independent Operating Agency 


DARTS is a private, non-profit organization. Although the Regional 
Municipality of Hamilton-Wentworth partially funds the DARTS operation, 
DARTS operates independently of the Region. 


DARTS and the Region have established an agreement which allows DARTS to 
operate a transportation service for the disabled in the Region, and outlines 


some of the operating procedures which DARTS must follow. 


Eligibility Criterion 


DARTS! eligibility criterion differs somewhat from the MTC's, defining an 
eligible person as one who cannot use the transit service, while the MTC 
defines an eligible person as one who cannot board a transit vehicle. This 
general criterion has existed since DARTS inception. The Region and MTC 


have been aware of this. 
Waiting List 
DARTS presently has approximately 400 eligible applicants on a waiting list 


for DARTS service. These people are not accommodated as the DARTS 


system is being fully used by the existing registered users. 


Use of Taxis 


DARTS makes extensive use of taxis to carry ambulatory passengers. DARTS 
has a contract with a local taxi company, in which DARTS has requested that 


at least 20 taxis be available for DARTS use at any given time. In 1985, 49.4% 
of the 192,786 total DARTS trips were in taxis. 


The reason DARTS uses taxis to such an extent is their lower cost. The 1985 
average costs per trip for taxis and regular DARTS vehicles were $4.18/trip 


and $10.26/trip, respectively. 


Revenue Arrangements with Agencies 


DARTS has two basic fare categories; one for passengers sponsored by an 
agency and one for unsponsored passengers who pay the fare themselves. 
Unsponsored passengers paid $0.90 per trip in 1985. Agency fares varied 
between §2.76/trip and $17.50/trip in 1985, and are negotiated yearly between 
each individual agency and DARTS. About 20% of DARTS trips are sponsored 
by Agencies. 


Reservations, Scheduling and Dispatching System 


DARTS uses a microcomputer-based reservations and scheduling system. 
Basic information for every registered DARTS user is stored in the system 
database. In addition, DARTS users who make regular trips (the same trip on 
the same day of every week) have these stored in the database. All strip 
reservations are added to the database in advance of the day the trip is 
reserved for. The computer automatically merges all user data and regular 
trips with all trip reservations, to create a complete schedule of all trips by 
vehicle for one day. Last-minute cancellations and trip requests are handled 


manually on the day of the trip by the Dispatcher. 


During the day, all changes are incorporated into the original schedule on the 
computer. These data are used by the Accountant to prepare invoices, and by 
management to monitor system performance. 
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Cost and Ridership Trends 


DARTS annual ridership has increased from 90,053 in 1980 to 192, 786 in 1985, 
a 114% increase over five years. Over the same period, total expenditures 
increased from $571,675 to $1,717,308, a 200% increase. 


The overall cost per trip on the DARTS system has increased from SD van trip 
to $8.47/trip from 1980 to 1985, a 52% increase. DARTS' vehicle utilization 
has decreased from 2.3 trips/vehicle hour in 1981 to 1.7 trips/vehicle hour in 
1985, a 26% decrease in four years (vehicle utilization figures are for regular 
DARTS vehicles only). This decrease is due to longer distance trips and 


transfer of ambulatory passengers to taxis. 
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LIST OF INFORMATION REQUESTED FROM DARTS 
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DeLCan 


REVIEW OF DARTS OPERATION 


Inventory Information Requested From DARTS 


1. Goals and Objectives, Service Guidelines 


- Existing statements relating to Goals and Objectives 
(e.g., DARTS Charter, Policy Statements, Other) 


- Existing Service and Operations Guidelines 
Registration of eligible users. 
Eligibility criteria and interpretation. 


Passenger waiting time, travel time, pick-up and 
drop off schedule variation. 


Hours that service is available for weekdays, Saturdays, 
Sundays and Holidays. 


Service priorities by trip purpose, user disability, 
agency-related trips, other. 


Trip reservation requirements and limitations. 
Provision of assistance to passengers. 
Accommodation of passenger attendants. 


Service productivity such as trips per vehicle-hour, 
trips per registrant, etc. 


Operational efficiency such as cost per vehicle hour, 
COSt peretrin., etc. - 


Financial performance such as revenue/cost ratio, 
cost per registrant, etc. 
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Review of DARTS Operation 
Inventory Information 
Requested from DARTS 


Page 2 


es Users and Travel Characteristics 


Description of user registration process including 
screening procedure, medical info, eligibility committee, 
forms used, etc. 


Type of data maintained on file for registered users 
(e.g., copy of registration file card). 


Number of users registered (current and historical for 
last 5 years). 


Number of people on waiting list (current and historical). 


Number of users associated with each agency using DARTS 
(current and historical). 


Breakdown of DARTS user disabilities. 

Number of weekly trips accommodated (current and historical). 
Number of weekly trip requests unable to be accommodated 
(current and historical) and main reasons for not accommodating 


trips. 


Breakdown of weekly trips by subscription arrangement, individual 
trip reservation, demand responsive, other. 


Breakdown of weekly trips by time of day and day of week. 


Breakdown of weekly OEE by fare category (cash fare, paid by 
agency, other). 


DeLCan 


Review of DARTS Operation 
Inventory Information 
Requested from DARTS 
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3% DARTS Services 


Area served (home pickup, destinations served, inter- 
regional arrangements). 


Number of DARTS vehicles in service by time of day and 
day of week (current and historical). 


Number of contracted vehicles (taxis, livery vehicles) 
in service by time of day and day of week (current and 
historical). 


Weekly vehicle hours of service (by DARTS vehicles, taxis 
and livery vehicles) (current and historical). 


Vehicle utilization by time of day and day of week. 
Fare structure and revenue arrangements with agencies. 


Significant cnanges in services over last 5 years. 


4, DARTS Operations 


Vehicle utilization (trips per vehicle hour, average vehicle 
loading) by time of day and day of week. 


Descriptions of arrangements (number of users, trips provided, 
revenue paid) with each of the participating agencies. 


Agreements or arrangements for contracted services (taxis, 
livery vehicles). 


Trip reservation procedure including booking time restrictions, 
confirmation of reservation, demand-responsive capability, 
cancellation process and associated forms. 


Dispatching procedure including method of allocation of trips 
to vehicles, preparation of driver assignments, inclusion of 
demand responsive trip requests, driver trip records and 
associated forms. 
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Review of DARTS Operation 
Inventory Information 
Requested from DARTS 


Page 4 


Methods of supervision of operations (on the road) 
including contracted operations. 


bi DARTS Vehicles and Facilities 


Vehicles including number, make, seating capacity, 
wheelchair capacity, and lift capabilities for each 
(current and historical). 


Description of vehicle storage and maintenance facility 
including storage capacity, maintenance capabilties, 
number of maintenance areas and capacity for additional 
vehicles. 


Description or layout plan of operations and office 
facilities indicating space used for each operation 
and administrative function and capacity for additional 
staff or functions. 


Description or details of ownership or lease arrangements 
for premises. 


Inventory of major equipment items such as maintenance 
equipment, office computer, etc. 


6. DARTS Monitoring and Reporting 


Description of current system monitoring of ridership, 
services, costs and revenues. 


Description of established reporting procedures of system 
charcteristics, financial data, etc. including frequency 
of reports and who receives reports. 
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Requested from DARTS 
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7. Organization and Administration 


- DARTS organization chart indicating numbers of staff 
and administrative reporting. 


~ Brief description of duties and responsibilities of 
each staff position. 


- Description of additional staff requirements for different 
levels of increased services. 


~ Description of budget preparation, review and approval 
process including a copy of 1985 budget and 1986 budget 
in present form. 


- Description of accounting process and example of monthly 
accounting report including basis for comparison of 
accounts to budget. 


- Funding by source, including breakdown of revenue by 
cash fares and agencies, for each of past 5 years. 


- Annual financial report for each of past 5 years. 


- DARTS Board of Directors - Description of selection and 
appointment process. Also, for current Board indicate 
area of representation for each member (i.e., represents 
Regional Council, agency, users, community at large, other). 


- DARTS user input - Describe any user groups or representation 
including role, membership, frequency of meetings, etc. 
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REVIEW OF DARTS OPERATION 


Inventory Information Requested From Region 


lp 


Goals and Objectives, Service Guidelines 


Data 


Statements from Official Plan or other policy statements 
regarding transportation for physically disabled. 


Statements of Goals and Objectives, service and financial 
policy guidelines for HSR. 


Population (by age group and zones) for each year from 
1980 to 1985. 


Forecasts of population (by age group and zones) to 1991. 
Any data available relating to planned new medical or other 
facilities relating to disabled and/or aged persons in 


Region. 


Maps of Region (1:10,000 map, page sized map, land use map). 


Other Agencies 


List of other agencies (medical, educational, rehabilitation, 
major residences for aged, charitable) which provide services, 
particularly transportation related, in the Region. Include 
contact name, address and telephone number. 


Other 


Basic description of HSR services (areas served, hours of 
service, frequency of services, and fares). 


Description of policies and provisions by HSR for disabled 
and elderly to use public transit (e.g., reserved seating, 
hand rails). 


Other Regional Policies and Programs related to physically 
disabled and elderly. 


DeLCan 


REVIEW OF DARTS OPERATION 


Inventory Information Requested From MTC 


ie System Reports 
- Annual System reports for DARTS from 1980 to present. 


- Annual system reports from 1980 to present for Peel, 
Toronto, Ottawa, London and other similar sized systems. 


- Copy of current funding policy and program information 
on transit for disabled. 


Za Other 


- Any relevant reports on transit for disabled. 


Appendix B 


OPERATING AGREEMENT BETWEEN DARTS 
AND THE REGION 


\ 
Z © 


(HIS AGREEMENT made in duplicate the eile day of 
SS el eee 


Decanber NUSKSIR 


BOTWELEN 
THe REGLONAL MUNICIPALITY OF HAMILVON=WENTWORTTH 
hereinafter called the "Region" 
OE STHE SERS ER SPART 
- and - 
DISABLED AND AGED REGIONAL ‘TRANS I'T SYS'TEM 
hereinafter called the "Operator" 


OF THE SECOND PART 


WHEREAS the Region desires to provide a public 
transportation systen for the disabled persons, which term includes any 
individual whose mobility caused by disability, severely imnhibies or 
prevents the use of rejular transit, within the Region, hereinafter cal lcd 
the "System", and 
WHEREAS the Operator has agreed to provide such 
transportation systen for the Region, and 
WHEREAS the Region and the Operator have ayreed to tne 
teans and conditions for the operation of the System, as hereinafter set 
out, and 
WHEREAS the Region grants perimission for the Operator to 
Operate a Public Transportation service within the Regional Area on the 
terms hereinafter set out, and 
WHEREAS this Agreement does not require approval of the 
Ontario Municipal Board under Section 192(2), (0),(r) of the Municipal 
INSMEA IG S805 UG, GS Bieler 
THEREFORE the parties in consideration of the pranises 
hereby agree one with the other as follows: 
1A. Subject to the terms of this contract the Region grants to the 
Operator the right to maintain and operate transportation services 
for the disabled persons except as hereinafter provided, in the 
Region for the conveyance of the disabled persons in the arcas 
defined by the Regional Area for a terin, commencing on the lst day 
of December, 1983 and ending on the 30th day of November, 1935. 

lB. = =‘The Reyion ayrees that, in recognition of the expertise and capital 
expenditures required to operate the "Syste", it shall, as lony as 
it desires to provide the "System", contract with this Operator to 
do so, It is agreed and understood that this clause takes 


precedence over Article 4(k). 
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2.[1. 


Maintain all vehicles in safe working order and provide a 
certificate of mechanical fitness for each vehicle used in the 
service, prior to commencing the service and annually 
thereafter. 

Keep all vehicles clean and sanitary, inside and out, and 
maintain adequate heat and light inside the vehicle during 
operation. The vehicle interior shall be warm at the start of 
service. The Operator shall repair all scratches, dents, 
etc., pronptly and to the satisEaction c£ the Region's 
representatives. : 

Be responsible for monitoring its transportation service and 
analyzing the data supplied, obtained through surveys. 

Keep accounting and operating records as required by the 
Region and provide monthly reports to the Region by the 2th 
of the report month, passengers carried, unmet demand, and 
cancellations, accident records and revenue received. In 
addition, the Operator shall keep such other record as may 
reasonably be required by the Region from time to time and 
assist the Region in providing the reporting requirements of 
transit associations, Provincial or federal Governinent 
agencies, or similar bodies. 

Indemnify and save harialess the Region from all losses, 
damages, expenses, and all suits, claims, proceedings, causes 
of action, and demands arising by reason of or connected in 
any way, with the Operator's operation or maintenance of the 
System. 

As further security for such indemnity, the Operator shall 
carry public liability and property damage insurance with an 
insurer satisfactory to the Region, in an amount not less than 
one million ($1,000,003.00) dollars (Road tlazard) as well as 
Cive hundred thousand ($500,000.00) dollars per person general 
public liability, and one million ($1,000,000.09) dollars for 
loss or damage resulting from bodily injury to or death of two 
or more persons in any one accident (Passenger l|lazard). 
Accident Benefit coverage is also mandatory. The Insurance 
Policy shall name the Operator as named insured and the legion 
as a co-insured, and shall be only cancellable on eovieteye (313) 
days written notice to the Region by the insurer, and the 
Operator shall ensure that the Region is provided with a 
certified copy of a new policy of insurance forthwith. Proof 
of new or renewed insurance shall be filed with the Region 


thirty (30) days before termination of the existing insurance. 
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Collision and comprehensive coverage shall be at the 
discretion of the Operator wlio shall neyotiate any settlanent 
of a claim under the policy. The Operator shall be required 
to produce a letter of good standing from the Workmen's 
Compensation Board at the start o£ the contract and fron tine 
to time as may be required by the Region. 

Provide drivers at least 2l years of age, in good mental and 
physical health and possessing a valid Drivers’ Licence as 
required by provincial legislation and regulation. Drivers 
shall be alert and well rested at all tiimes while operating 
the vehicles. 

Provide sufficient drivers trained in the operation of the 
vehicles, specialized equipment and fare system to operate the 
system safely and efficiently. Each driver shall have an 
accurate time piece visible to him while operating the vehicle 
to assist in schedule adherence. Drivers shall be polite and 
well groomed at all times and shall not smoke inside the 
vehicle. 

Provide a lost and found service for the system and turn over 
unclaimed articles to the Region at the end of each month. 
Discipline any vehicle operator or other anployee found to he 
knowingly in breach of the terms and conditions of Gres 
contract or in breach of the law or the subject of consistent 
passenger complaints. The nature of the discipline shall Le 
governed by the severity of the problem and deterinined hy 
discussions between the Operator and Region, provided tinat 
should the Operator and the Region be unable to reach 
ayreeament as to the nature of discipline, the Operator shall 
determine such discipline, subject to the teris and conditions 
of the Collective Agreanent, entered into between the Operator 


and its employees. 


Distribute at its place of business to the general public and 
distribute or display on the vehicles used in service such 
printed inforiation or advertising as the Region may see fit 
to provide. Only information or advertising approved by the 
Operator imay be distributed or displayed on the vehicles. 


Delve 


2.7. 


2.U. 


2.V. 


2.X- 


Provide special services from time to time, provided such 
service does not interfere with or jeopardize the regular 
service. The cost of such special service will be neyotiated 
at the time of each request provided such service does not 
fall within the terins and conditions of Section 4(b) and the 
costs shall be based on the contract rates plus additional 
costs incurred by the Operator in providing the service. 
Establish the days, hours and operation of vehicles required 
as set forth in Schedules "y" and "Cc or as modified fron time 
to time, subject to approval by the Region at the annual 
budget submission, 

establish the type of fare system and rates of fares. The 
fare rates are set forth in Schedule "F" and are approved by 
the Region in the Operator's annual budget and shall be at 
least the single non-discounted adult fare for conventional 
transit within the Region. 

Report all accidents or Situations involving vehicle 
collisions, passenger injuries, etc., pranptly to police and 
insurance ajent. A written report shall be made by the driver 
for the purposes of obtaining advice from the Operator's legal 
representative concerning liability arising from the accident 
and/or situation. 

In the event that one or more of the vehicle flect is out of 
service, the Operator shall have available and immediately 
supply sufficient standby vehicles of a type and condition to 
provide and maintain regular service. The number, type and 
condition of standby vehicles is described in Schedule "Cc". 
Pay all expenses associated or connected with operating and 
maintaining the system except as specifically excluded by the 
contract. These expenses include, but are not limited to: 
Supply of vehicles and licensing feces; keeping, maintaining 
and operating the vehicle; provision of dispatching 
facilities, salaries, wages and frinye benefits of all staff; 
insurance; taxes; rents; obligations pursuant to Workinen's 
Compensation Act; etc. 

Submit to the Region with Board of Directors’ approval, an 
annual grant request and Capital and Operating Budget, whicn 
shall be subject to approval by the Council of the Region for 
each year. 

Appoint Board of Directors according to Schedule “E" which 
will form the eligibility committee and be responsible for the 


operations of the system. 
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20. 


A , 


A. Comply with the grants policy and grants directions of the 
Council of the Region from time to time, respecting the 
expenditure of grant funds. 

B. To provide the Region chairman with a copy of minutes of 


all Board of Directors meetings. 


THE REGION SHALL: 


3.A. 


3.B. 


3.C. 


3.E. 


lave an authorized representative who may inspect the dispatch 
facilities, vehicles, the operation of the same, the 
maintenance facilities and the maintenance procedures as 1t 
may require from time to time. 

Appoint a representative to the Board of Directors of the 
Operator. 

Pay to the Operator an annual net operating grant as 
determined by the Council of the Region, 

Provide accounting services for the Operator at a rate to be 
determined annually. 

Approve the system of monitoring the transportation service 
o£ the Operator and analyzing the data supplied. 

Approve the method of determining the eligibility of 


passenyers for the system. 


Since service to disabled persons is of paramount importance to both 


the Region and the Operator the parties ayree that: 


4.A. 


4.C. 


They shall use their best endeavours to provide a good and 
efficiont transportation service for the disabled passengers, 
within le Regional area. 

The Operator may provide service for extended hours of 

operation or increase the vehicle fleet size. 

In the event of any dispute arising from this Agreement 

between the Operator and the Region during the currency of 

this agreement, either party hereto shall give to the other 
notice of such dispute, thereupon, the following arbitration 
provisions shall apply: 

a) The Operator and the Region shall jointly choose a single 
arbitrator acceptable to both to hear and decide the 
matters in dispute. The decision of the arbitrator shall 
be binding on both parties. 

b) In the event that the parties should be unable to ayree on 
the choice of a single arbitrator, each party shia ll 
appoint an arbitrator who shall jointly select a third and 
the decision of any two shall be final and binding upon 
the parties. 

c) In any event, the selection of the arbitrators shall take 
place within seven (7) days of the giving of notice of 
dispute as herein before provided. If selection has not 
occurred in (7) days, then the arbitrator selected by one 


party shall be the sole arbitrator. 
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4.F. 


4.G. 


4.ul. 


4.J. 


@ 


d) The cost of the arbitration shall be paid jointly by the 
Operator and the Region and the arbitrator or arbitrators 
shall determine what portion each party shall pay. 

e) The ruling of the single arbitrator or a majority of the 
three arbitrators shall be final and binding upon the 
parties and conplied with by the parties forthwith. 

£) During the period of any arbitration proceedings there 
shall be no interruption of the service. 

The Operator shall notify the Region promptly of extraordinary 

delays caused by any abnormal or emergency factors. 

The Operator agrees that subject to the terms of a Collective 

Agreeanent entered into between the Operator and its anployees, 

the Operator will endeavour to assign drivers on a reyular 

basis to the “System™, to allow familiarity, system 
continuity, and passenger recognition, to develop. Should it 
be necessary to replace one or more drivers, the Operator 
shall ensure that the new driver(s) has adequate training and 
experience with the vehicles and specialized equipnent, and is 
fully knowledgeable concerning schedules and fare structures. 

The vehicles used regularly for the service shall have an 

exterior paint scheme and logo. 

Each vehicle used in the service shall be radio equipped and 

capable of radio dispatch within the service area. 

At the termination date of this contract, the contract will 

continue on a monthly basis, until a new contract 1s signed, 

or cancelled on thirty (39) days notice by either party. 

The Operator is excused from its operating obligations under 

this Contract during any period in which the Operator is 

prevented fran providing service by reason of eneryency, which 
may include but is not limited to Eire, strike, riot, act of 

God, or weather. 

The Operator will maintain a local telephone line which 1s 

staffed during all hours of system operation to accept trip 

request, confirm bookings, receive cancel lations and provide 
information to the public. 

Hither party has the right, notwithstanding the ternination 

date of this contract, to cancel this agreement for any reason 

by giving the other party one year's notice of its intention 
to cancel. The party cancelling shall not be liable for costs 


or damages of any kind caused by such cancel lation. 
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4.L. If the Operator ceases operation, it is understood that all 
assets for which depreciations are charged through the 
Operating budget will become the property of the Region. 

This contract is subject to the provisions of the Municipal Act, 

R.S.O. 1980 c. 302, as amended, and the provisions of the Public 

Transportation and tlighway Improvement Act, R.S.O. 1988 c. 421, as 

amended, and the Regional Municipality of Hamilton-Wentworth Act, 

suey, WEE) 5 Aair/_ ese JON 

Any notice required to be given or served on any part under the 

provisions of this contract shall be in writing, and delivered 

personally or by prepaid registered post, addressed to the Operator 
or the Clerk of the Region respectively. Service of notification 
shall be effective from the date of personal delivery or on the next 


following business day after posting of the registered letter. 
IN WITNESS WHEREOF the parties have affixed their respective 
Corporate Seals duly attested by their Officers authorized in that 


behalf. 


SIGNED AND SEALED this lst day of December A.D. 1983. 


GIONAL TRANSIT SYSTEM 


DISABLED AND AGED 


President 


aa Ph ee 


Treasurer 


aoe Via 


Executive Director 


THE REGIONAL MUNICIPALITY OF HAMILTON-WENTWORTH 


iy Fe 


Commissioner of Finance 


®) 


SCHEDULE A 


The minimum level of service is as follows: 


a) 


b) 


Cc) 


d) 


No individual passenger will be in a vehicle more than 1 1/4 hours on 


a one-way trip. 


Schedul ing will be arranged in such a way that no individual will 
arrive at their destination more than 148 minutes before the rider's 


desired arrival time. 


The total time from pick-up to desired arrival shall not exceed 1 1/4 
hours. Similarly, the total time from desired pick-up to drop at 


home shall not exceed 1 1/4 hours. 


The driver, after waiting for five minutes after the scheduled 
passenger pick-up time, will notify the office of this situation. 
All immediate endeavours will be made to locate the passenger by the 
office, and only after this, may the driver continue on the next 
scheduled pick-up. 


SCIIEDULE B 


Service is provided on Monday to Friday, 6:00 am. to 11:00 p.m. on 
schedule. 


A.M. - P.M. - work, education, therapy, and medical appointments 


Midday - Doctor's appointments, medical service, social and recreation, 
Y 


group outings. 


Evening - education, social and recreation, and group outings 


Weekend service - visiting, church, shopping, dialysis, group outings 


Statutory holidays - visiting, medicals, dialysis, group outings 


SCHEDULE _C 


see attached. 


SCHEDULE D 


see attached. 


SCHEDULE_E 


see attached. 


SCHEDULE FE 


unsponsored passengers per the prevailing Regional public single non- 
discounted adult fare of transit rates 
sponsored passengers based on time and mileage 


purchase of service by taxis oc smaller vehicles for ambulatory 


passengers 


SCHEDULE C 


(a5) Standby vehicles: Jan. 1, 1983) =: 2 
June 1 SUGGS eS 


(2) Aye: 1977 - one bus 
1979 - one van 
1980 - seven vans and two buses 
1981 - one bus, and one van 


1982 - five vans 
(23) Seating capacity: 3 buses - 22 seatal and 22 wheelchairs 
1 bus - 6 seated and 14 wheelchairs 
8 vans - 638 seated and 15 wheelchairs 


6 vans - 24 seated and 30 wheelchairs 


(4) Special equipment: all vehicles have power lifts. 


Exterior Cleaning: washed weekly throughout the year 


Interior Cleaning: swept and cleaned daily 


SCHEDULE © 
- BOARD OF DIRECTORS 


The Corporation known as Disabled and Ayed Regional Transit System 
shall have a Board of Directors of at least twelve (12) persons, one 
of whom shall be appointed by the Council of the Regional 


Municipality of Hamil ton-wentwor th. 


Subject to Article VIII of the Charter, each elected Board member 
shall serve a term of three years dnd may be re-elected for second 
three-year teri but shall not serve as an elected Board ineinber for 
more than two successive three-year terns, unless that Board member 


is a candidate for any office of the Corporation. 


Interim vacancies in the elected membership of the Board may be 
filled for the unexpired term by the Board from nominations imade for 


that purpose by the Nominating Committee. 


Members of the Board who miss three consecutive meetings inay be 
dropped after proper notice unless one or more absences have been 


excused by the Board of Directors. 


Powers and duties of the Board. 

a) The entire management of the affairs of the Corporation 
including the determination of programs, policies and annual 
operating budget shall be vested in the Board of Directors. It 
shall formulate rules, regulations, policies and procedure 
concerning all aspects of the Corporation's operation and 
program, 

b) The Board of Directors may create and dissolve such sections, 
bureaux, departments, projects and comnittees as it may deem 
expedient in carrying out the work o£ the Corporation. 

C) It shall receive reports [from all its sections, bureaux, 
departments, projects, committees and staff and take action 
thereon as deans advisable and appropriate. 

dg) The Board may make such rules and operating procedures as it 


deans necessary for the conduct of its affairs. 
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Appendix C 


DARTS APPLICATION FORM 


Disabled and Aged Regional Transit System 
28 Ewen Road 
Haniiton, Ontarrve- Les 3e4 
Telephone: 529-1212 


Application for Transportation 


Name: Age Weight Sex 
Address Tel. Home: 
Oiey. (or Town): Postal Code: 


If Rural: Mailing Address 
Postal Code: 


Do you use a wheelchair scooter? 
If yes, does your home have a ramp? 


Are you able to ride in a regular car; 


Next of Kin: Relationship: 


Address: Tel: 

Transportation Required 

1. If service on request only is required, check here 3 
2. If regularly scheduled service is required, complete the following: 


To be picked up at 


To be taken t0 


On these days 


Time to be at destination 


Time to be picked up for return trip 


Payment for Transportation 


your must purchase a book of prepaid tickets and present asticket to the 
amaerear “orm boarding @* Dias ReT ASS velrcle or D.ALRST US ° authorized” taxi. 


If you are eligible to receive sponsorship for transportation, you must 
Sontact the appropriate agency, e.g. school board, social service 
department, Veteran's Affairs, etc.; it is the passenger's responsibility 
to make these arrangements, and have the agency notify us in writing. 


I have carefully read the information regarding the use of D.A.R.T.S.' 
service and I agree to comply with the requirements stated. 


Dawe 


Signature Of Applicant, Parent or Guardian 


Please complete the other side .....eeee.ee. 


To be completed by physician 


* * PLEASE PRINT * * 


Does this applicant have a disability? yes no 


If yes, would you please answer the following questions: 
1. How long has this patient been under your care? 


ee, Describe dVsabLriiey: 


LS ———— 
a 


3. In your opinion, does your patient's disability necessitate the use 
Gr DiscAsksl ash) eEANSDObEaE LON: yes No 


4. If your patient requires medication at specific times, will unforeseen 
delays affect your patient's health adversely? Yes No 


3+ 4) Will your patient be able to use public transportation 
in. the rukure7iaves No 


D) If yes, approximately when will your patient be able to use 


public transportation? 
ee re ae ge 


Dates 


Signature of Physician 


PRINT NAME OF PHYSICIAN Phone: 
le 


SF ic nh im re Pe ye eee 


Por Ottice: Use wnly 
Application for registration approved 


Comments: 


Date to be reviewed: 
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Appendix D 


DARTS OPERATING STATISTICS 
FOR 1980 - 1985 


Appendix E 


LIST OF SPONSORING AGENCIES AND FARES 
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Appendix F 


AGREEMENT BETWEEN DARTS AND 
SAMARC TAXI (1985) 


THIS AGREEMENT dated the 13th day of January , 1986 


BETWEEN: 


DISABLED & AGED REGIONAL TRANSIT SYSTEM 
(Hereinafter referred to as D.A.R.T.S.) 

AND 

SAMARC TAXI LTD. OPERATING AS VETERANS TAXI 


(Hereinafter referred to as the Company) 


WHEREAS D.A.R.T.S. is empowered with the responsibility to 
provide a public transportation system for disabled persons, 
which term includes any individual whose mobility, caused by 
disability, severely inhibits or prevents the use of regular 
transit within the Regional Municipality of Hamilton-Wentworth; 

AND WHEREAS D.A.R.T.S. does not have sufficient capital 
assets in order to provide services to all those persons who 
qualify as disabled persons who require such transportation; 

AND WHEREAS the Company is capable of providing vehicles and 
drivers for the purposes of transporting disabled persons who are 
ambulatory, who need not utilize traditional D.A.R.T.S.' vehicles 
for transportation purposes, such services to be provided by the 
Company for a set fee; 

THEREFORE the parties in consideration of the premises 
hereby agreed, one with the other, as follows: 
te All transportation service which is provided by the Company 

under the terms and conditions of this contract shall only 

originate through an approved passenger's request to 

D.A.R.T.S. for transportation. 

Be DeADRiTASe aguees that it will dnitiably sereen: all 
passenger requests for service, and make a determination as 
to whether or not such requests can be properly dealt with 
by utilization of the Company's services. 

36 The Company guarantees that, on any given day between the 
hours .of.6 a.m. and 11 p.m., it shall have sufficient 
vehicles on the road to deal with a minimum of 26 
simultaneous requests for service which may be scheduled for 


the same time. 
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D.A.R«T.S. Shall supply to the Company, on a daily basis, 

passenger requests for services. The Company shall notify 

DvAsRutsGe In WEiting of Any changes to Group trips 

immediately. 

The Company shall exercise its sole discretion in scheduling 

vehicles and drivers to service such passenger requests, 

subject to the following conditions, with which the Company 
agrees to abide, which conditions are imposed pursuant to 
the terms of a contract entered into between D.A.R.T.S. and 

The Regional Municipality of Hamilton-Wentworth: 

(a) Any trip involving D.A.R.T.S.' passengers, cannot 
exceed one-and-a-quarter hours from requested pick-up 
time and the maximum number of passengers per trip, per 
vehicle, shall not exceed four (4) persons at any given 
time; 

(b) All vehicles utilized shall be certified mechanically 
fit and safe, and meet the requirements of the Ministry 
of Transportation and Communications. A copy of the 
yearly inspection of each vehicle is to be provided to 
the D.A.R.T.S.' Operations Supervisor, and D.A.R.T.S. 
shall have an opportunity to inspect and cheeke ene 
vehicle on demand, at a cost to the Company, by the 
3lst of December of each year, Or as required by the 
Region. It is also understood that all vehicles 
utilized shall be licensed for the purposes eyit fl sey 
business by municipal authorities; 

(ec) All drivers utilized by the Company shall be licensed 
by the Ministry of Transportation and Communications, 
as well as by appropriate municipal authorities, to 
operate a taxi cab in the Regional Municipality of 
Hamilton-Wentworth; 

(dj. All wehicoles, while PRAMS IO ee biee) WolsoWos a. 
passengers, shall strictly comply with the rules and 
regulations governing the taxi industry within the 


Regional Municipality of Hamilton-Wentworth; 
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A be viehwc Lesmutivbasz ed shor the. tra nisipomtaitd on) Of 
D.A.R.T.S.' passengers, shall be properly equipped with 
safety equipment, clean and free of debris, cigarettes, 
and cigarette butts. Such vehicles shall be kept at a 
comfortable temperature at all times, seeking a range 
of approximately twenty degrees celsius; 

All passengers shall be picked up at the designated 
time. In the event that a passenger is required to 
wait in excess of fifteen (15) minutes of pick-up time, 
D.A.R.T.S. shall only be required to pay 508% of the 
agreed rate for such trip. 

The Company shall provide to D.A.R.T.S. written proof 
of insurance and an insurance certificate in respect of 
the following areas: 

Ihe public Liability coverage against personal injury 
and property damage, including D.A.R.T.S. as an 
additional named insured, with cross-liability 
provisions, and having limits of not less’ than 
$1,000,000 inclusive 

ii. automobile liability insurance in respect to all 
non-owned licensed vehicles to be used, having 
limits of not less than $2,800,000 inclusive of 
public liability coverage. Coverage for non-owned 
automobile vehicles shall also include limits of 
not less than $2,090,000 per person, and 
$2,000,000 for each accident resulting in bodily 
injury or death to passengers (passenger hazard). 


Accident benefit coverage is mandatory. 


elle D.A.R.T.S. Shall be shown as an additional insured 


on all such policies, and the insurers shall be 
advised by the Company that in the event of 
cancellation, non-renewal and/or changes in the 
policies, D.A.R.T.S. shall be notified at least 
thirty (30) days prior to such alterations, in 
writing. Proof of or renewed insurance shall be 
AL ILGGCl Ally Doikatese teleilieesyy (RG) GCEGRS  lsi@iste)isi= 


termination of the existing insurance contract. 


- 4 = 

ei)! ete ah ABIEY teQicin Ellovel condition of the contract with the 
Regional Municipality of Hamilton-Wentworth, that 
drivers be utilized on a regular basis with the same 
Passengers, so that familiarity may be created between 
the driver and the passenger, for obvious reasons. As 
such, the Company will strive, whenever possible, to 
ensure that passengers be transported by the same 
driver as often as is possible, due to scheduling, on 
the understanding that, under no circumstances, should 
any driver and/or vehicle be utilized exclusively for 
Ehemerans pObEAatL On Onl DEAR. lao. passengers: 

As both parties acknowledge that the passengers being 

transported pursuant to the terms and conditions of this 

Agreement, do suffer from various disabilities, which may or 

may not affect their health and mental well-being, the 

Company in the transportation of these passengers, shall 

ensure for the passenger's safety and health, the following 

conditions: 

(a) Passengers shall be given assistance to and from the 
residence, and assisted in opening doors, whenever 
required; 

(b) Drivers shall at all times exercise sensitivity to the 
needs of the passengers, and to their disabilities. 
Any behavioural problems or ditt firculetvelss iw len 
passengers which may give rise to the Company's request 
that those passengers no longer be transported in 
Company vehicles, should be made in writing to 
DeAte Rol listoie In this regard, passenger complaints shall 
be initially made directly to D.A.R.T.S., and the 
investigation of such complaints shall be completed by 
the Company and D.A.R.T.S; 

(c) No smoking, either by passengers or drivers, is allowed 
while passengers are in the vehicle; 

(ep Gla} Glia stnyens Owe ASIN: vehicle is responsible to make sure 
that each passenger is utilizing the safety equipment 
with which the vehicle is equipped; 

(ae) All accidents shali be reported to D.A.R.T.S. 


immediately and in writing. ; 


Passengers requests for services shall indicate both a pick- 
up address and a delivery address for the passenger. In the 
event that passengers seek changes to either addresses, the 
Company shall notify D.A.R.T.S. and obtain approval of such 
changes immediately prior to completion of the trip. The 
Company shall seek prior approval from DeAsRelese co change 
pick-up times. 

It is agreed and understood that, on certain occasions, 
passenger requests for services may be cancelled on short 
notice, and in such circumstances, DACRE Tesoemshial have. mo 
responsibility for such cancellation. The Company agrees 
that; in the event that the Company's actions in the 
implementation and the administration of this contract gives 
rise to any breach of the Collective Agreement between 
D.A.R.T.S. and the Union representing its drivers, the 
Company shall agree to indemnify D.A.R-T.S. for any costs 
involved in adjudicating any grievance Werte flies lee 
submitted and in paying any award that might be made by way 
of settlement and/or erete ration: 

Drivers transporting passengers shall not accept any cash 
payments for their trips, which have originated through 
D.AR.T.S. supplying the Company with a passenger request for 
services. All payment for such trips shall be by way of the 
Company invoicing D.A.R.T.S. On a monthly basis, in 
duplicate, within five (5) working days after month-end, 
which invoice shall include a summary sheet. Payment will 
be made provided tickets and charge slips are submitted with 
the invoice and grouped by day. The charge slip shall 
indicate name, address, destination, Agency pass number, no 
ticket, no pass, no-show. Terms are net 3@ days. Total 
trips, cancellation, and no-shows will be agreed upon on a 
aaily basis to facilitate payment. DaNoiotosin SleelIe 
authorize all no-shows for payment to be made. It is agreed 
and understood that D.A.R.T.S. shall pay to the Company, the 
sum of $4.25 per one-way trip, for Aili, (ies, letetesies ©. 
parcels for the duration of this Agreement. iis 2G else 


agreed and understood that a number of the passengers who 


_ S ~%t 2@ 
_ 
= . 
, 
a 
® 
:¢ : 
7) 
e  @6 
6 =n 
eo 
. Mae - f] 
a ® =<. - —_ 
y 2°? "ae G3 See 7 GS @ > ae 


fo 00 Gee 0 Sndoncs OE 


may be transported by the Company, shall be accompanied by 
attendants and/or aides, and that there shall be no charge 
levied for such attendants and/or aides, while travelling in 
the Company's vehicles. 

Uo DoAIRSRGS>s MES7> WIIG Ome (10) wSehs'S nocuce cancel. Ghas 
contract for any cause or reason whatsoever. The Company 
may, upon sixty (6@) days' notice, cancel this Agreemene, 
and in such cancellation, shall give written reasons for 
their actions. 

ll. This contract shall run from the 13th day of January ,1986, 
until the 13th day of January f 1988, and thereafter, 
On aA Moncne too mMomun bass au nitislcuch Eimer tas Wt Tis 
cancelled by either of the parties hereto, as provided in 


this Agreement. 


It is agreed and understood that either party may, at the end of 
the term of this contract, or at any time thereafter, on thirty 
(30) days' notice, require that negotiations be entered into for 
the purposes of effecting a new rate charge for trips and 


services rendered. 


DATED at Hamilton, this 13th day of January , 1986. 


Company Disrewndsta We she 
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Appendix G 


AGREEMENT BETWEEN DARTS AND 
MOUNTAIN MOBILE MAINTENANCE 


This Agreement made in duplicate this _8th day of October, 
NOES) 


BETWEEN 


MOUNTAIN MOBILE MAINTENANCE LIMITED 
hereinafter called the Lessee 


OF THE FIRST PART 
- and - 


DISABLED AND AGED REGIONAL TRANSIT SYSTEM 
hereinafter called Lessor 


OF THE SECOND PART 


WHEREAS the Lessor agrees to sublease the shop area 
(approximately 2,208 square feet) at 28 Ewen Road, in the 
City of Hamilton, Ontario, on an ongoing basis until March 
ath JEN eke 


a) The rent for the leased garage facilities be at 
the rate of $300 monthly. Thereafter, negotiated 
increments to apply. Tne considenati on) Of Ehuis 
reduced rent, the lessee will charge a labour rate 
mutually agreed upon for such hours worked on 
D.A-R.T.S.' vehicles as authorized, at the said 
premises and at existing premises at Stoney Creek, 
Ontario. 


b) The lessee shall provide time sheets indicating 
such parts and labour costs by venice) sas 
authorized by D.A.R.T.S. and provide such service 
calls as deemed necessary at the established rate 
above. 


Cc) The lessee shall additionally be invoiced by the 
lessor for his portion of heat and hydro on a 
proportionate square foot basis from September 1 
to May 31 each year. 


d) The lessee shall be responsible for business, 
realty taxes, insurance and other business charges 
as necessary and show such proof of payment to Ehe 
lessor. 


e) The lessee shall be responsible for all payments, 
withholding taxes, workmen's compensation, etc., 
for his employee(s). 


£) The lessee shall provide all snow plowing of 
the yard as necessary at no cost. 


g) The lessee may provide service to vehicles other 
Zine WoaloiWs So" vehicles, wie DoAalRoitlaSa! 
vehicles shall at all times be a priority. 


h) This agreement may be terminated by either party 
on thirty days' notice and shall be renewed at the 
end of each period and shall continue on a month 
to month basis thereafter. 

SIGNED THIS 8th DAY OF OCTOBER, 1985. 


ef 


in Mobile Maintenance Limited 


ea Sees 
Per Disabled and Aged REgional Transit System 
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Appendix H 


LIST OF DARTS VEHICLES 
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Appendix I 


PROPERTY LEASE FOR 28 EWEN ROAD 


ONTARIO REAL ESTATE ASSOCIATION 


_ OFFER.-TO LEASE 


To ELMER FARKAS ME fie cre ae 

/We .Obsabled & Aged Regtonal Tranale System of Ham.-Went. having inspected 
the premises, liereby offer to lease, through ..CHAMBERS & CO. LTD. & RE/MAX DELMAR REALTY INC. 
your agent, provided present tenaut vacales, premises known as 


seme ¥ months Lollowing walving of ' 
for a term of ... cotooee from .condleion as stated herain 
yielding and paying therefore yearly and every year during said term unto the said Lessor the sum 
akon aestee Shs oe .  *) of lawful money of Canada without any deduction, 
defalcation or abatement whatsvever, to be payable on the following cays and times, that is to say: 
dollars on the first day of each and every month during the currency of the said tern. 


Lak 


Clegae for $ 1,000.00 _.. .. payable to, your agent is attached hereto to apply as a deposit on ‘ 
Bt ‘ ’ ' : 
rental and to be returned if this offer is not accepted. a ; 


{ 


: yes ssc: ys a Scpucate Schoul $ Phurter he yl 
nay to the Lessor a sum suflicient to cover the excess of (he Separate School Tax over the PubhieSchool Tax, 


if any, fora full calendar year, said SU ESHER Current year, and to be 
payable in equal monthly dastalmentsamaddition ta the above inentioned rental, provided however, that 


t 


Electricity to be paid by ..Lessee’s. +! TAXES, INSURANCE & MAINTENANCE TO BE PALD BY LESSEE 
Water rates lo be paid by Lessee. |. (remises to be heated Ly .’..Lessee 
{. Rental rate shall be a follows: 
Yoars/ le) 2 $15,125.00/yr. payable $1,260.42 monthly tn advance. 
Years 3 & 4 $16,500.00/yr. payable $1,375.00 monthly Ln advance 
Year 5 $19,250.00/yr. payable $1,604.17 monthly in advance. 


£1. The rental referred to herein shall be NET to the lessor, with the lessce being 
responsible for all expenses’ relating to sald property. 
The rental shall be abated for the £irst three (3) months {fn order for the lessee 
to carry ouc its {nctended leasehold {mprovements. 
: : CONTINUE... cece. 
[t is understood and agreed that all representations made by the Lessor or any of his representatives, 
are set out in this agreement. — 
This offer shall be irrevocable until .. December 2ND Se See ep alley 
which time if not accepted this offer shall be null and void. 


Dated at .. Ham£iton | ikem eet a 6 Be day of November tg 83 
WITNESS Deh F 
ecw 5 A ade bees na's dasa Grbac se seawinadewaeas<saswen cde See 
Denia ne Lessee WN 


! 


we hereby accept the above offer and in consideration of having procured this offer,agree to pay 


ERS & COMPANY LIMITED Tee ANOLE BY commission of or 
RE/MAX DELMAR REALTY INC. ‘ ee 


If this offer to lease contains an option to the Lessee to renew the lease I/We agree to pay the said 
Agent upon the exercising by the Lessee of the said option or any future option a further commission of 


eGo of the whole rental payable during such renewal lease. 
Va lec aes ee eal pre LUD etnies cciretincerazaomnnn GAY OL Gace leaey ceeseicmendomrconany FP ion tens 


WITNESS m8 | 


Lessor : by 


‘ “pores, Hétie. 4S 
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Appendix J 


EXAMPLE MONTHLY PERFORMANCE AND 
FINANCIAL STATISTICS PROVIDED TO 
DARTS BOARD OF DIRECTORS 
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DISABLED AND AGED REGIONAL TRANSIT SYSTEM 


STATEMENT OF OPERATIONS 
FOR THE YEAR ENDED DECEMBER 31, 1985 
(with comparative figures for 1984) 


BXHLEEL ."B” 


1985 
REVENUES 
Passenger fares - agencies £16,037. 
- passengers 116,548 
- charters 31 5663 
364 ,748 
Other 14,509 
379 257 
EXPENDITURES 
Wages and salaries 163;,258 
Employee benefits iT4,255 
Gas and oil 88,279 
Repairs and maintenance 104,014 
Office maintenance 16,345 
Rent be Re Ae 
Licences and permits ote 
Insurance 49,088 
Telephone dae 
Printing and stationery 19 0235 
Postage 6,158 
Miscellaneous P24 bl 
Purchase of services 397.091 
Computer service, audit and legal fees 13:,550 
Office equipment 35093 
Communication radio Sa3o7 
Travelling 841 
Uniforms ro Vy 
1,632.,166 
Lele col lL) 
PROVISION FOR RESERVE FOR CAPITAL PURPOSES 85,140) 
EXCESS OF EXPENDITURES OVER REVENUES © 15333051) 
GRANTS 
Regional Municipality of Hamilton-Wentworth 418,797 
Ministry of Transportation and Communications 919,294 
15,338,051 


EXCESS OF REVENUES OVER EXPENDITURES FOR THE YEAR 


DICE, 
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Appendix K 


RESULTS OF DARTS 1985 
EVALUATION SURVEY 


Extbat / A. 


De eee ue, OLN bck 


EVALUATION OF D.A.R.T. 5S." SERVICE 


BY AGENCIES 


D.5 ‘ SS ee 
sect2 


EVALUATION OF (DL AGRI .5. SERVICE BY AGENCIES 


AGeNeCVes With clients Using DLA RTs. were asked to fill out an 
evaluation form. The results were tabulated by D.A.R.T.S. 


Of 31 agencies asked to participate, 15 responded to the survey 
representing a response rate of 48%. the Hamilton-Wentworth 
District Health Council is surveying all hospitals and nursing 
homes for unmet demand and forecasting future use; hence, this 
list is incomplete. 


Agency Clients Using Diittre tcone 


Cumlatively, agencies reported that 411 clients used D.A.R.1T.8.' 
service. Among these passengers, 257 used D.A.R.T.S. regularly, 
(more than once a week), and 65 used D.A.R.T.S. only occasionally 
(once a week or less). Agencies were also asked whether there 
were clients who should be using D.A.R.T.S., Dut who were not 
CUbLenE Ly serviced Dy D.AsR.T.S.,-Nine (60.0%), Of the fitteen 
agencies indicated that there were, in fact, such clients. When 
asked to estimate how many such clients existed, the total across 
these 9 agencies was 74 clients. This number represents, 
therefore, existing unmet demand within agencies. 


Agencies were also asked to project what the potential use for 
OZAGR. Teo. .mignt be in-5 years (keeping in: mind any plans ‘for 
service expansion). The cumulative total across all agencies was 
652, representinga 58.6% increase over current use by 411 clients 
(an additional. 241 clients). Assuming this figure of 241 elients 
does not include the current clients not being. served by 
D.A.R.T.S., absolute expansion based on programme growth, etc., 
is 167 clients over the next 5 years. (241 additional less 74 
existing). 


Agency Vehicle Use 


Six agencies indicated that they had 16 of their own vehicles 
available. Only one agency reported that these vehicles are used 
regularly £o0r 5 trips per day. Only one agency indicated that 
they had one vehicle equipped to carry wheelchair passengers. 


Service evaluation: Agencies were asked to evaluate various 


— — 


good to poor. The results are documented in Table A (next page). 
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TABLE A 
SERVICE RATINGS 
Raw Numbers and Percentage Of Samples = L382 in parenthesis) 
SATIS- 
GOOD FACTORY POOR 
a Os 3 of BeOk 
Service Now Total No. Total No. Total 
Punctuality 3 Duta bon. Slate t. Py) 
(29.4) (eres) (23.553) 
Client time in vehicle 4 58.0 iy 50.0 0) g * 
(3fe5) (esi >)) (25.9) 
Vehicle appearance ie LOO 2 I i aeek 
(64.7) (29.4) ere 
Loading/Unloading 12 80.0 8 20.0 0) Oem 
(35.33) (3 o9)) (5.9) 
Ramp/lift safety 14 Yiaouens, 3 Za y) ees 
C3 ars) (4348) Geo) 
Safety equipment stg 78.6 3 Zia 4 0) G. > 
(2826) (50.90) C2 A) 
DwAwRa leo. SDE LVerS 
Attitude iia Le20 2 1A. 3 1 Tak 
(5219) C2947) (ley) 
Helpfulness 9 64.3 4 23.60 if it cass gre 
(53.3) (29.4) leo) 
Knowledge of city 8 Give 4 30.8 1 Det 
C66. 7) Coico (@) 
Operation of vehicles isl ol. 7 il 84,3 0) Oy * 
(71.4) (2104) oa | 
Loading/unloading procedures LZ S53.7 2 Nig eae 0) Gi 9 
(43.8) Bri 6)) (2B: 7) 
Daxiy bEwery Drivers 
Attitude Be Ly 6 50.0 i ies 
Helpfulness 6 50.0 5 Aes, 1 chet 
Knowledge of city Te 563550 3 21S L 9.1 
Safety 4 44.4 4 44.4 i! Pls2 
OGo1ces start 
Attitude By Gace 6 48.0 i GO. 
(4259) (426 9) (14:2) 
Helpfulness Bo 8s 6 40.0 1 Os 
(Aize o) (58.0) CTneet) 
Knowledge of agency requirements 5 33.3 3) 68.8 it Go * 
(3:8:. 5) (335.5) Meisner) 


The evaluations overall tend to range from good to satisfactory, 
with only 1 category (punctuality) receiving a poor rating by more 
than 20% of the agencies. 


* Indicates 11 out of 14 categories have shown improvement since 1982. 


Agency Fares: 


Plone Of a5. 4536) sAgenecles: Indicated “that they sponsor trips for 
their residents. Of the 8 respondents, 5 (633) felt the rate 
charged was fair; 1 felt the rate charged was excessive and 2 did 
poet inGgicgate an opinion. Three agencies indicated they would 
sponsor trips for out—-patients Co their programs to help defer 
D.Akelec. COSts, and 2 andicated they would sponsor outpatients 
ab a tare Of $2.00. 


CHARTER SERVICE 


Nine of thirteen (69%) of the agencies indicated that they use 
PeAcko tose charter service. Seven of the nine (77%) said they 
WeLerGatrstrled=with tne availability of che charter services 8 oF 
9 also Said they were satisfied with the Charter service with 
hegard to punctuality. 


Omi eone or the agencies Not Using D.AcR. Too.’ charter serv ice 
CUrremMuly wndteated they mignt Use this service in Che were, 
Mole agency @ndiecated that they would likely vse this service 
twice a month. 


COMMENTS AND SUGGESTIONS 


Gomments and. Suggestions regarding D.A.R.T.S." service were 
Soltei1ted from the responding agencies. Three agencies took 
advantage Of tiis Opporecunity and responded. ~The nature of these 
comments and suggestions are recorded in Table B (only comments 
and. suggestions made by two Or more agencies are recorded here). 


ANE Tae B 
D.Aok.T.S. 1S. a needed service 4 
Waltina Dist 1s-too dong 2 


More resources are needed AND 
Need for expansion 6 


Umamwve CO preach O.A.R.l.o«,. ANU 
bets. on, bola) Soon long 3 


Scheduling could be improved 4 


CONCLUSIONS 
a) Current Unmet Need 


Om the “basis of agencies which responded to the 
questionnaire, there is demonstrated current unmet need for 
DeAwRelcos Agency estimates provide a figure of 74 unserviced 
Givents. UWsing-a conversion figure of Ll vehicle for every 1¢ 
passengers, and given variability in destination, time of trip, 
etc, tc 1s Estimated that an additional 7 vehieles would be 
needed to provide service to these potential passengers. (This 
is a conservative estimate). 


b) Future Need 


In addition to the 74 unserviced clients which currently exist, 
there are an additional 167 clients which agencies estimate will 
require service in the next five years. These estimates are 
probably conservative, given that they reflect estimates from 
only 48% of the agencies whose clients use D.A.R.T.S. 


The need for more resources and service expansion were noted most 
often in Ghe <conments “And suggestions section of the 
questionnaire. (See table B) 


e))) Service Evaluation 


The evaluation of current service by agencies is generally very 
positive. The area of scheduling and dispatching is being 
reviewed on an ongoing basis in order to improve service. A 
recent internal review by two members of the Board of Directors 
was cCconaucted, They Indicated their satisfaction that maximum 
efficiencies. were being sought. However, the Single. trios, 
particularly during weekends and evenings, are long trips and 
will require a political decision to change existing operations. 


(Because of passenger comments regarding telephone delays and in 
Onder. towkecp pace with the rapid growth in requests for 
Pransportation, D.A;R.1.S.. has added «three more telephone Lines 
and one “additional staft. person. When asked whether these 
measures had improved telephone service, 87% of passengers 
replied that improvement was evident). 
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EVALUATION OF D.A.R.T.S.' SERVICE BY CONSUMERS 
METHODOLOGY: 


A questionnaire regarding consumer Satisfaction with 
D.A.R.T.§' service was developed and mailed to all D.A.R.T.S.' 
passengers on the mailing list. 

This resulted in 2500 questionnaires being mailed. A total 
of 356 responses were received (a 14.2% response GAte); The 
questionnaires were coded by D.A.R.T.Ss' personnel and basic 
analysis done by DiA.R.T.s.” staff. (A «copy Of the passenger 
questionnaire is included inp Appendix A.) Regional staff 


conducted an audit, verifying .the coding. 


CODING CONVENTIONS: 

9 Where questions requiring a single response had more than 
one choice indicated by a respondent, the lower response was 
Coded. e.dc, 1 “Satwetactory and "poor" were both indicated, 
only “poor” was “coded). Where written qualifications were 
included by the respondent rather than a choice as requested in 
the survey instructions, either the implied lower response or "no 
preference" was recorded. 

Whenever possible, the comparison to the 1982 study 


conducted by the Social Planning and Research Council is shown. 


Service Rating: 


Respondents were asked to rate GULrKent DsAvRel.o. senvice 
along a continuum ranging from "yery good" to “poor. The 
results of these ratings are documented in Table I. Missing data 


has been excluded. 


Generally, D-A.R.1.S.' service was rated as overwhelmingly 
"very good" or "good". See Table 1. (Oday. tb, 26,0". Fone Oe 
l1@a, 1@0b). 


7 
Di_232h $23.5 eee 
pews St 
$aig@t ry e418 a>& 7 
a) a C9S eeu = PAA Soa 
7 oa : . 
ae ~~. S 
oa : 7 
- - BO @6 uhez : a 
‘ » = co) ste a 
; 7 - ~e _, 3" 
: 2 = — Te ea 
ooVeS > F = 
a 7 _ e 
os Z >=? se = 7 4290 ese © 
7 o-@) Deeds? - 
ie © imi é * Oe 6e 
> denteg,pes aca le tate iaben 


=the ).@mi2eseccu 1102-4:06 ant 3 

wArtnts t6e Seamer ta 

7 rt 2% 3.06 3¢6@¢ar 60tengene 

> = —OemEs) Bee (06 ouse: oe @S a af 


io og . 6685665 tet SB4668 . 
: iw ae? 6: - a Stae” oS tmheian 


>ealvye 40 -2 One of 


ss eee 
A summary of “very good", "good" and "satisfactory" indicate the 


following (1982 in parenthesis): 


1985 
Vehicles: & 
Heating and Ventilation 98 Cos ae 
Cleanliness 99 (9'436)) 1% 
Entering and Exiting 98 (95.0). 7 
Safety (seat belts) 98 (Se). = 
Roof height i 99 (85.9) * 
Placement of windows 93 COT eL) 
Comfort of seats 94 (96.7) 
Comfort in ride 52 (84.9) * 
External appearance 99 (93.0) * 
9 
Driver Performance: 
Attitude 100 Co ere 
Helpfulness/Assistance 99 Cos) es 
Knowledge of City 100 COB) 
Operation of Vehicle 100 (100.0) 
Ornice otal: 
Attitude 96 (O31) 
Helpfulness OT) (9.8751) 
Personalized attention . 95 (952.2) 
General: 
Punctuality 91 (9252) 
Trip tength 98 (O22) 
Weekends and holidays 94 (N/A) 


* Improvements over 1982 


Taxi/Livery Service: 


This service was introduced in 1983. In 1984 livery vehicles 
were used to complement taxis for economic reasons. A livery 
vehicle 15 licenced by the City of Hamilton and the major 
difference between a taxicab and a livery vehicle is that the 
Patter does not have’ a meter and can only carry prearranged 


Passengers (and conduct parcel deliveries.) 


The least positively evaluated parts of service were safety (seat 
Delts) “and driver helkpfulness/assistance:= 12% and i103 
respectively, rated these aspects as "poor". ALL orner 
categories had a combined "Very good", “good” or “Satistactory" 


over 90%. 


Phones: (Q4) 
276 respondents (87%) found recent changes in phones made it 


easier for them to contact D.A.R.T.S. 


Designated shopping days: (05) 
When asked whether designated shopping days by area would be 


a problem, an overwhelming 2088 respondents (71%) indicated they 


were not in favour of this suggestion. 


ELequency of Usage: (06a) 


When asked "Do you use D.A.R.T.S. more than three days a 
week?", 82 respondents (26%) replied "yes", and 239 respondents 
(74%) said "no", This would indicate some 20% of passengers use 


the service 80% of the time. 


Demand for service: (Q7) 

In response to the question "Would you uSe D.A.R.T.S.' more 
Cbtenel£ Cxtra funding were available?", 276 (67%) said “yes", 
101 respondents (33%) said "no", There is evidence, therefore, 
of a significant increase in demand, given an increase in 


funding. 
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Smaller vehicle preference: (O11) 


The majority of respondents, 121, (41%) would prefer an in-house 
smaiier wehicle driven by 4 D:A.R.T.S.” driver. 96 respondents 
(233) preferred a “DsASRiT.S." vehicle; 65 respondents (22%) 
preferred Livery vehicles; 19 respondents (4%) preferred 


taxicabs. 


laxi/ livery punctuality: (012) 


) 


The vast majority, 139 respondents. (59%) indicated that 
baxils/uivethes were seldom late in picking them dp: 75 
respondents (32%) were occasionally picked up late, and only 29 
respondents (9%) indicated they were frequently picked up late 


whei. travelling by taxi or livery. 


Alternative Transportation: (Q8) 


Respondents were asked how they travel when D.A.R.T.S. is 
Unavaiclab leq Mabie 28decunments the responses’. OS J 2 Se hg 


parenthesis) 


TABLE 2 
ALTERNATIVE TRANSPORTATION 
1985 1982 
Car/van ; 85 21 19.5% 
Tax Li2 27 20%7 % 
Unable to travel Loo, 25 41.0% 
Other 61 15 Ti. 38 
No response Sur 8 7.0% 


9 


The change in “unable to travel” since 1982 would indicate the 
desire to be mobile. The percentage using taxis is constant, 
even though an expensive alternative. The remaining 36% - 
(eaneyvan and “other"’) are probabliyvy.- to a great extent, 


dependent on friends and relatives. 


(Q6b) When asked if passengers felt they could manage with fewer 
Crips “roe DAR. Tso. Wad “co-entorce Limits due to restricted 


funding, the responses were as follows: 


YES NO NO RESPONSE 
Sate Eps phat 483 ay 16% P28, e308 
4 trips 88 25% 36 10% 232 65% 
S Craps 56 16% 32 9% 268 75% 
8 trips 54 158 32 9% 270 76% 


(Q2a) When asked whether D.A.R.T.S. had been able to accommodate 
requests prior to July of this year and the service restrictions 
imposed at that time, 87% (251) replied "Ves", While only 13% 

(37) felt they had not received the exact transportation they had 


asked for, 


(Q2b)Respondents were asked to evaluate current DAR t eos. 
service to indicate how often D.A.R.T.S.' vehicles have been over 
half an hour late for their pick-up. "Seldom" was the reply of 
55% (170), and 37% (115) felt D.A.R.T.S. had occasionally been 
fare. ~Only 8% (22) felt D.A.R.T.S. was frequently late. This 
verifies Question 2.c) on punctuality where 9% indicated this was 


a problem, 


General Comments: 

9 Respondents were asked to comment generally On DsA.R. las. 
service. These comments were analyzed and the frequency of 
general comments is reported in Table 3. (Only comments made by 


two or more persons were recorded.) 


TABLE 3 

COMPLIMENTS 

Happy with service/Thank you 64 
D.A.R.T.S' drivers excellent 12 
Telephone service improved 5 
Taxi service preferred 8 
D.AsRat.o." Service preferred 4 
Like Mrs. McLaren , 3 
COMPLAINTS 

Standby list 25 
Late pick-ups 15 


Scheduling 9 
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Telephone delays 1d 
DOenOE “hike taxi 7 
Taxis not clean/not using seatbelt/unsafe 4 
Uncomfortable seats in vans/poor ride 3 
Questionnaire complicated/not specific 2 


SUGGESTIONS/COMMENTS 


Carry a stool to’assist boarding 


step too high 4 
Need more funding 
Aides should pay 5 
Call to advise if changing requested 
9 pick-up time 2 
Cabs should be more clearly marked 5 
Colour code seat belts in vans 2 


I try not to take advantage by going 
too often 2 
Drivers should wear uniforms/name tags 2 
D.A.R.T.S. should transport portable ramps/ 
Groceries, -CcC., Z 


Separate telephone line for cancellations 2 
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1. INTRODUCTION 


The Inventory of Other Agency Services (Task 5) was undertaken for several 


reasons, as follows: 


To identify and determine the scope of other agency services in the 


Hamilton-Wentworth Region. 


To assist in global estimates of disabled persons and their travel 


demands in the Region. 


To assess the potential for coordination of other services with DARTS. 


This Technical Memorandum documents the approach utilized to conduct this 
inventory and provides some summarized results of the inventory. The 
detailed information collected has been filed for further use during the 


project. 


2. METHODOLOGY 


The first step in conducting the inventory of other agency services was the 
preparation of a list of agencies which have programs dealing specifically with 
disabled persons. An initial list was provided by the Region Department of 
Social Services using the Directory of Community Services (Red Book). This 
initial list was then reviewed with DARTS and refined as appropriate. The 


final list of agencies contacted is shown in Appendix A (attached). 


Following finalization of the list of agencies, a staff member of the Region 
Transportation Department conducted a telephone interview of each agency. 
A standard interview format was followed for these interviews. The format is 
illustrated by the interview form provided in Appendix A to this Technical 
Memorandum. In total, 57 agencies were contacted. Five of these agencies 
asked to have the interview form forwarded to be completed and returned. At 


the time of writing these responses are still pending. 


One of the agencies contacted, the Hamilton-Wentworth District Health 
Council, provided separate information on current DARTS useage and future 
needs for 9 nursing homes/residential facilities in the Region. In fact, 8 of 
these 9 facilities were also covered in the telephone survey. However, this 


information was also retained for potential further use in the project. 


All of the data collected through the foregoing process has been maintained in 
the original form. Following the data collection, the information was 


reviewed in detail and several summaries prepared for general evaluation. 


3. FINDINGS 


A summary of the information obtained from the 57 agencies contacted is 
provided in Table 1. It should be noted that the information obtained was 
obtained by telephone interview. For that reason, the information was not 


always readily available and the accuracy is limited. 


A breakdown of the type of other agencies is provided in Table 2. The most 
common type was residential facilities, with 17 identified, which housed 
approximately 2,300 clients. These agencies indicated that at least 700 (or 
30%) of their residents were registered with DARTS. The second most 
frequent type of agency identified was the various recreational and 
rehabilitation day programs, with 11 identified. These programs which served 
a wide range of elderly, physically disabled, blind, mentally retarded and other 
clients reported over 5,400 clients. Two agencies reporting relatively large 
client groups were the Y.M.C.A. reporting 3,900 persons involved in their 
programs and the Hamilton-Wentworth Home Care Program reporting 2,500 
persons receiving home care services. However, it should be noted that all 
3,900 persons in the YMCA program are not disabled. The Home Care 
Program is a referral service rather than a sponsoring agency. Therefore, 


these figures do not necessarily portray a significant demand. 


The agencies contacted indicated that funding is received from a wide variety 


of sources ranging from private donations, user fees, charitable donations and 


funding from various government agencies. The Ministry of Community and 


Social Services is the most frequent government funding agency (18 cases). 


An overview of the transportation services provided by the agencies surveyed 
is provided in Table 3. Sixteen of the agencies contacted provide 
transportation services. In almost all cases, these services are provided only 
for their own clients. Eleven of the 16 agencies provided sufficient 
information for estimates of the travel activity, indicating total trip activity 
of over 2,500 weekly round trips. For comparison purposes DARTS provided a 
weekly average of 3,700 one-way trips during 1985. Therefore, the combined 
level of the travel services of these agencies, in terms of trips provided, is 
somewhat greater than DARTS. The most active agencies, however, are the 3 
school boards which provide over 2,000 weekly round trips for children 
travelling to and from school. These trips are made by physically handicapped 


children as well as children with other handicaps. 


In addition to the foregoing information obtained through the telephone 
interview process, the Hamilton-Wentworth District Health Council forwarded 
some information on the use of DARTS by a number of nursing home facilities. 


This information is summarized in Table 4. 


4, POTENTIAL FOR COORDINATION 


With the information obtained from the other agencies, the potential for 
coordination with DARTS can only be assessed in general terms. Potential for 
coordination is assumed to exist if there are operational considerations or 
changes which would result in overall net cost saving or an overall service 
improvement. The overall level of service provided by these agencies is 
similar or greater than that provided by DARTS. However, there are some 


significant points to be noted, related to these agencies. 


These agencies each serve particular clients participating in their 
programs. In many or perhaps most cases, these clients do not 


specifically fit the DARTS eligibility criteria. In some cases, the 
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agency utilizes DARTS for these people who are eligible and provides 


their own service for people who are not eligible. 


The transportation services provided by the other agencies are funded 
from a wide variety of funding sources, including a variety of 
government agencies. While these funding agencies may wish to see 
the service provided by DARTS rather than themselves, this could be 
simply a transfer of funding responsibility rather than an overall 


saving or improvement. 


The major services provided by other agencies are the services for 
children's school trips. These services are currently operated on a 
contract basis which should enable the school boards to obtain 
relatively competitive prices for their services. Also, the trips occur 
generally during peak periods when DARTS vehicles are already being 
most heavily utilized. At present, school children who qualified for 
DARTS could use DARTS for non-school! trips. 


Given the foregoing, there does not appear to be significant, readily 
identifiable, opportunities for significant coordination of services with DARTS 
at a very general level. There may be specific instances where trips could be 
combined which resulted in overall savings. However, the savings on specific 
trips are not likely to be great and the other points noted could still present 


obstacles. 
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Table 2 


TYPES OF OTHER AGENCIES 


Type of Agency 


Residential facilities (i.e., nursing homes): 


Associations providing services and programs 
for specific disabilities (i.e., CNIB): 


School programs (i.e., School Boards, preschool 
programs): 


General recreational and rehabilitation day 
programs (i.e., vocational rehabilitation, 
YMCA, etc.): 


Hospital and health treatment centres: 


Home care programs: 


Number 
Identified 


17 
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Table 4 


INFORMATION PROVIDED BY H-W DISTRICT 


Facility 


St. Joseph's Hospital 
(dialysis) 

St. Joseph's Hospital 
(other) 

McMaster Medical Centre 
Henderson Hospital 
General Hospital 

St. Peter's Day Hospital 
St. Peter's Hospital 


Beacon Hill Lodges 
Macassa Lodge 
Proctor Manor 


Victoria Nursing Home 
St. Joseph's Villa 


Parkview Nursing Centre 


Pine Villa Nursing 
Home 

Blackadar Nursing 
Home 

Chedoke Hospital 
Division (including 
day care) 

Clarion Nursing 
Home 

Brownstone Nursing 
Home 


Current DARTS 
Travel Activity 


16 daily trips 
20 daily trips 


20 daily trips 
12 daily trips 
6 daily trips 
40 Daily Trips 
12 daily trips, 16 
yearly charter trips 


20 monthly trips, 15 
yearly charter trips 


15 weekly trips, 12 
yearly charter trips 


10 weekly trips, 4 
yearly charter trips 


20-25 weekly trips 


specific estimates not 
provided 


specific estimates not 
provided 


specific estimates not 
provided 


Za1 trips in 1935 
(details also provided) 


80 trips per day 
10-20 trips per week 


2-3 trips per week, 
1 group trip per year 


HEALTH COUNCIL AND DARTS 


Comments 


concern re: DARTS 
standby list 


DARTS could be 
utilized more 


Rely heavily on DARTS 
DARTS service concerns 


concern re: DARTS waiting 
list, use DARTS 
frequently 


DARTS service concerns 


generally pleased 
with DARTS 

Increase projected 

after April, 1986 


dissatisfied with 
DARTS charges 
concern that DARTS 
does not go out 
of Region 


Appendix A 


AGENCY LIST AND INTERVIEW FORM 


LD = 1376D 
AGENCIES SURVEYED FOR D.A.R.T.S. REVIEW 


= ADL ty Centre 

- Amity Goodwill Industries of Hamilton 

- Association for the Mentally Retarded, Hamilton and District 

- Beacon Hill Lodge 

- Board of Education, Hamilton, Transportation for the Disabled 

- Board of Education, Wentworth County Transportation for the Disabled 

- Brownstone 

- Canadian Cancer Society, Metro Hamilton District 

- Canadian National Institute for the Blind 

- Canadian Red Cross Society, Hamilton Branch 

= Catholic Social Services of Hamilton 

- Chedoke-McMaster Hospitals, Cerebral Palsy Centre 

- Child Development Centre 

=—iCLarnon 

- Department of Veterans Affairs 

= Easter Seal Socisty 

- Epilepsy, Hamilton and District 

- Grace Villa 

= HaMilcOn Civic Hospital's 

- Hamilton Convalescent Centre 

- Hamilton and District Ostomy Association 

- Hamilton and District Stroke Recovery Association 

———Hamistvon Handicap Club 

- Hamilton Jewish Home for the Aged, Shalom Village 

= Hamilton Psychiatric Hospital 

- Hamilton-Wentworth District Health Council 

- Hamilton-Wentworth, Home Care Program 

- Hamilton-Wentworth Roman Catholic Separate School Board 

—- Henderson General Hospital 

- Idlewyld Manor, Charitable Home for the Aged 

- Heritage Green Seniors Centre 

- Macassa Lodge 

- Macassa Lodge Outreach Program 

= March of Dimes, Ontario 

- North-Wentworth Association for the Mentally Retarded 

- Ontario March of Dimes, Home Support Services 

= Ontario Ministry of Community and Social Services, Vocational 
Rehabilitation Services 

=~erataplegic Association, Canadian 

- Parkview 

= Frater.cipacion House, Hamilton and District 

=“ sFine Villa 

=“ rProccoL manok 

- Recreation Department, Dundas 

- Recreation Department, Hamilton 

- Recreation Department, Stoney Creek 

- Robert Mac Home for Retarded Children 

- Rygiel Home 

- S.A.M. (Seniors Activation Maintenance Program) 

Wei Css ol eZapern 

= soc. JoOsephn' s Hospital 

- St. Joseph's Villa 

=) 1SC.) Olga’ s 

—waiot, ©recer's Hospital 

=e eVACtoOria 

- War Amputations of Canada, Hamilton District Branch 

- Wentworth Lodge Home for the Aged 

= Y.M.C.A..(Young. Mens. Christian Association) 
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REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


RECORD OF OTHER AGENCY CONTACTS 


CONTACT FORM DATE OF 
AGENCY NAME PERSON NO. USED CONTACT 
02-18-86 

Theo Robért 


Ron Morimoto 

(547-9233) 

= 
(eee 
ee 
ee 


Ability Centre 02-10-86 


Sheila Ferris 
(526-8481) 


Amity Goodwill Industries 
of Hamilton 


Assoc. for the Mentally 
Retarded, Hamilton and 
D5 pia 


sacon Hill Lodge 


Board of Education 


: Wi 
Be hon Susan Wilson 


(527-5092) 


Board of Education 
- Wentworth County 


Berkley Harper 
(523-8621) 


Mary Anne Smith 
Brownstone: (523-6427) 

Susan Clark 
(575-9220) 


Canadian Cancer Society, 
Metro Hamilton District 


Mas, I iLiliene 
CEM ee (528-8555) 
Marion Deacon 
(522-8485) 


Canadian Red Cross Society 
Hamilton Branch 


Catholic Social Services 
of Hamilton 


Michael Meyer 
(S27=7 278) 


Nalda Dazrel 
(599-0100) 


Chedoke-McMaster Hospital, 
Cerebral Palsy Centre 


child Development Pat Senst 


Centre (526-0754) 02-11-86 
; Kelly Janjic é' 
Clarion (664-2281) O2=1 1-26 


eee eee co = 7 
ia = oi = @is 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


AGENCY NAME 


Department of 
Veterans Affairs 


) Easter Seal Society 


| 


) 


Epilepsy, Hamilton and 
District 


Srace Villa 


Hameitvon Civic Hospitals 


| 


Hamilton and District 
Ostomy Association 


Hamilton and District 
Stroke Recovery Assoc. 


Hamilton Handicap Club 


| Hamilton Jewish Home for 
the Aged, Shalom Village 


Hamilton Psychttathic 
Hospital 


Hamilton-Wentworth 
Poms tencaltmmCcoumenas 


Hamilton-Wentworth 
|Home Care Program 


.amilton-Wentworth 
Roman Catholic Separate 


hoo Board 


Henderson General 
Hospital 


RECORD OF OTHER AGENCY CONTACTS 


CONTACT 
PERSON 


C523=9521) 


Carol Jarvis 
(385-5389) 


Niki Stevens 


(522-8487) 


Nancy Shuker 
(3S7=1812) 


Piece: ih, jnlal lab 
CEOT 0 o7 1) 


Allan Porter 
(389-8822) 


Allan Wise 
(385-1639) 


Sharon Long 
(529-6837) 


Mary Roach 
(528-5377) 


Linda Burton 
(388=2521) 


Joan Cameron 
(399-1921) 


Pat Ostapchuk 
(523-8600) 


Mr. Winter 
(525-2930) 


Mr. Johnson 
(389-4411) 


coe 
oe 


Date OF 
CONTACT 


02-11-86 


02-18-86 
02-12-86 


02-12-86 


02-12-86 


Q2-12 -86 


02-21-86 


02-12-86 
02-12-86 


02-13-86 


02-12-86 


02-12-86 


see questionnaire 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


RECORD OF OTHER AGENCY CONTACTS 


CONTACT FORM DATE OF 
AGENCY NAME PERSON NO. USED CONTACT 


Heer Green Seniors Ben Hort 29 02-12-86 
entre (573-3796) 

Peter Papp 30 02-13-86 
acassa Lodge (57524500) 
see questionnaire 
Paraplegic Association, Liz Lamb 36 02-13-86 
Canadian (561-3611) 
Parkview Nursing Home 

(525-5903) eu 02-13-86 
ae 
Cz 
Ee 
ifcd 


Melanie Scandlan 
C3 85=-05 05) 


acassa Lodge Outreach 
Program 


Ron Morimoto 
(Si =9238)) 


MarcheoLr Dames, OntarLo 


Mise Manat 
(628-6147) 


North-—Wentworth Association 
for the Mentally Retarded 


Terry Cooke 
(528-4261) 


OnEawuonManrch ors Dames:, 
Home Support Services 


Cindy 
(521-7280) 


Ontario Ministry of Comm-— 
unity and Social Services, 


Peeore-a OTe Rehan 


Donna Imeson 


(692-4465) 


MParticipation House, 
Hamilton and District 
Mrs. Kowaoishyn 02-13-86 
(662-7350) 


Pamew Vell la 


Karen Buss 
(545-2427 ) 


Proctor Manor 


02-13-86 


eT 


William Fenwich 
(623-6)2)) 


zcreation Department, 
Dundas 02-18-86 
Bob Sugden 
(526-2750) 


Recreation Department, 


Hamilton 02-21-86 


Aes Y Tae ad 


a 7 “ig 


AGENCY NAME 


~ 


pecreacion Department, 
Stoney Creek 


ies Mac Home for Retarded 


hildren 
pyaiel Home 

Seniors Activation 
al Program 
Stes iwilseaeoeteln 


De Osepn Ss nospital 


© Joseph's-Villa 


5 Olga's 
pe. Peter's Hospital 
fneuceag 


ee Amputations of Canada, 
(Bleyenat iceyel Del Stereteie Ishesiqrele 


entworth Lodge Home 
for the Aged 


Y.M.C.A. 


! . 
nilton Convalescent 
Centre 


eee cs Manor, Home for 
the Aged 


) 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


RECORD OF OTHER AGENCY CONTACTS 
CONTACT FORM 
PERSON NGk USEU 
Méey J, JireWleleil esc 
(643-1261) 43 
Mes. MacGillivrary 
($27=1313) 44 


Nicholson 
(S25 S43) Al) 


Mabey - 


Lynn Edwards 
(525-5632) 


Mrs. Megyar 


(525-6522) 


NOS CO) Sarl Iaiaveher 
(2224945) 


46 
ome © od 
aa 


Dave Edwards 
COD a3 SL) 49 


ROIGEL MiGhele iliel 
(SPP S85 7/2) 


Dice Meeks 
4026525) Sil 


(527-9111) D2 
eet 


Pe 


Mr. Booker — 
(383-2644) 


Mr. Papp 
(628-6359) 


Bob Sherman 
C522”) 


Jean Gibson 
G52 7=2482)) 


Mrs. McPhee 
(C35 = SDS) 


DATE OF 
CONTACT 


02-20-86 


02-25-86 


02-18-86 


02-21-86 


02-13-86 


—_—$—$ $$ 


see questionnaire 


02-24-86 


02-18-86 


see questionnaire 


02-25-86 


02-13-86 


02-20-86 


02-20-86 


02-18-86 


02-21-86 


DeLCan 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION FORM NUMBER: 


INVENTORY OF OTHER AGENCIES 
IN REGION DEALING WITH 
PHYSICALLY HANDICAPPED PERSONS 


INTRODUCTORY NOTES: 


The Region of Hamilton-Wentworth is currently conducting a review of the 
DARTS (Disabled & Aged Regional Transit System). The purpose of this 
review is to determine what the travel needs of the physically disabled 
population are and how the existing DARTS operation can efficiently and 
effectively meet these travel needs. As part of our study, we are con- 
tacting other agencies involved with handicapped persons to obtain infor- 
mation about their programs, the people served and their transportation 
services. Your assistance would be appreciated. 


It will take about 15 minutes to cover a series of questions. I would 
like to do this now but if it is more convenient I can call back later. 


GENERAL INFO 


1. Agency Name 


a Contact Person (Name and. Telephone No.) 


ee 


Dee eee eee ee 


at Description of Agency (Purpose, Organization, Facilities, Funding 
Sources): 


a ee 


Sa a aa er ee eee 


ate 7 | 661904) nbgtl 
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DeLCan 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


4. General Description of Services Provided: 


USER INFO: (Provide best subjective estimates) 


5. Number of people served (i.e., users): 


6. Number of users who live in Hamilton-Wentworth: 


7. Breakdown of users by disability (% of H-W users or number): 
- Confined to wheelchair: 
- Needs wheelchair or walker for movement: 


- Other physical impairment: 


- Blind, Deaf, Mentally-Retarded: 
- Elderly: 


2 a 


- Other (Please specify if possible): 


8. How many users are registered with DARTS service? 


nsiiis@ 
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DeLCan 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


USER TRANSPORTATION 


9. Does this agency provide a transportation service for its users: 


If so, please provide the followina: 


i) 


iii) 


iv) 


vi) 


Who operates services: 


Number and types of vehicles: 


Hours of service and areas served: 


Who uses the services provided and purpose of trips: 


How is the service paid for: 


How many trips are provided in a week: 
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REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


I0. Do some of this agency's users use DARTS to travel to programs: 
ee a ee ee ee a 
Ef SO, WhO pays for the DARTS service: 


 —_—_rrrrr—————————————————————— es 


ll. Describe any current problems or concerns related to 
transportation for disabled persons in Hamilton-Wentworth: 


2. PeOvide a general description of current Erénds and future. needs 
Felaced, (oO Eransportartion ©£or your clients: 


TRAVEL SURVEY 
13. We will be doing a travel survey of handicapped persons in the near 
tucure, This involves providing these people with a questionnaire 


SO tiv lLouEyand retunm. “Gould this agency assist us by helping co 
provide or circulate questionnaires to their handicapped users? 


ri SO, Who sShowld we contact to arrange this (Name, Address, 
Telephone): 


Thank You Lor your assistance. 


Interviewer Name: 


Interview Date: 
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THE REGIONAL MUNICIPALITY OF HAMILTON-WENTWORTH 


REVIEW OF DARTS OPERATION 


TECHNICAL MEMORANDUM 
TASK 6: COMPARISON OF DARTS TO OTHER 
CITIES SYSTEMS 


Prepared By: DeLCan(De Leuw Cather, Canada Ltd.) 
April 1986 
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1.0 INTRODUCTION 


This report provides a comparison of the services and operation of DARTS 
with services in a number of other similar sized communities. Four 
communities, notably London, Peel Region, Winnipeg and Ottawa were 
identified as being roughly comparable to DARTS with respect to the 
population served while illustrating a range of management approaches to the 


provision of transit services for the disabled in their respective communities. 


Statistics on the costs and revenues associated with these services were 
obtained from the M.T.C. for the Ontario operators. Each of the operators 
was sent a questionnaire, a copy of which is presented in Appendix A, and 
follow up telephone calls were made as necessary to obtain the data. The Peel 
operation was also visited by members of the Working Committee to obtain a 


first-hand understanding of managment approaches and issues. 


The data obtained through this process is presented here. The following 
sections provide an overview of the operations in each of these communities 
along with a comparison of policies and procedures, services provided and 


ridership along with costs, revenues and performance indicators. 
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2.0 OVERVIEW OF THE COMPARISON PROPERTIES 


All of the systems selected for comparison have special characteristics which 
make them unique and not necessarily directly comparable to DARTS. The 
most notable difference is in the way in which the operations are organized 
and managed. As shown in Table 6.1, each of the services are operated with a 
different combination of non-profit organizations, Transit Commissions, City 
Departments and private contractors. Because of this, each operation has 
differences in policies, management procedures and accounting and reporting 
practices which makes comparisons difficult. For these reasons, direct 
financial and ridership comparisons could be misleading, however, the 
compar isons presented here do provide a general indication of where there are 


significant differences from DARTS. 


Table 6.1 
TYPE OF OPERATION 


Population System Scheduling Street 
Served Management and Dispatching Operation 
DARTS EO 00 ie PV ate, NON-prorit organization ——> 
London 273-000. Transit: Commission <————— Contractor -——> 
Peel 548,000 «————— Department of Social Services ———> 
Winnipeg 570 ,000 <————___ Transit Department ————_* 
Ottawa 609,000 ————————- Transit Commission*#¢ Contractor ———e 


Each of the comparison properties is briefly described below: 


London Paratransit 


The London Paratransit operation is managed by the London Transit 
Commission with a private contractor providing scheduling dispatching and on- 
street operations. The service has been provided more or less in its present 


form for the past nine years. Eligibility for the service is carefully restricted 
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to prevent overlap with other agencys' services. For example, trips where 
clients attend workshops for the disabled are specifically excluded from the 
service. For this reason overall! trip making on a per capita basis is lower than 
other systems which have been in existence for the same length of time and 
ridership growth has been slower than elsewhere. The drivers for the service 
are non-unionized with lower wages which helps to keep the overall cost of the 


services low. 


Peel Transhelp 


The Peel Transhelp service is operated directly as a program of the 
Department of Social Services in Peel Region. It provides services in 
Mississauga and Brampton and has recently introduced service in Bolton and 
Caledon. The services are relatively new having been in operation for five 
years, and ridership is growing rapidly. Compared to other more mature 
systems, however, the present ridership per capita is low and rapid growth in 
demand is expected to continue for a number of years, Due to the large area 
served by Transhelp, average trip lengths are long and are more costly to 
operate than services in more compact urban areas, Transhelp has the added 
complexity of having to interface with Metro Toronto's Wheeltrans services 


frequently in both Mississauga and Brampton. 


Winnipeg Handi-Transit 


The Handi-Transit services in Winnipeg are operated directly by the same City 
Department which provides regular urban transit services. The relatively high 
overheads amd Union wage rates‘of the operators make the service expensive 
to provide on a per passenger and per hour basis. Most of the passenger trips 
made are for pre-booked work and medical trips and these types of tripsare 
given priority over other social and recreational trips. Overall, the amount of 
service provided in Winnipeg is generally lower than elsewhere. This results in 
a higher proportion of the trip being for wheelchair passengers and an overall 


trip rate per capita which is lower than other mature systems. 
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Ottawa Para Transpo 


The Ottawa Para Transpo operation is a relatively mature operation provided 
by a private contractor and administered through the Ottawa-Carleton 
Regional Transit Commission. A high level of service is provided and ridership 
levels are high on a per capita basis. Up to 1985 the contractor provided 
scheduling and dispatching, however, these functions were taken over by the 
Commission in 1986. The Ottawa service is similar to Peel in that the average 


trip lengths and the associated costs are high. 
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3.0 COMPARISON OF SYSTEMS AND OPERATIONS 


3.1 Management, Policies and Procedures 


Table 6.2 provides a summary of some of the management and policy aspects 
of the comparison operations. Some notable features of the comparison are 


outlined below: 


Other than Peel, all of the municipalities have .7% to .8% of their 
population as active registrants for the services. The definition of 
what makes an "active" registrant is not clear, however, so this 
similarity in statistics may be misleading. Numbers of active 
registrants also depends on age profiles in the communities and the 


eligibility criteria used. 


Only DARTS has a waiting list for registrants while Peel and Winnipeg 
at times have a temporary waiting list for specific subscription trip 


times. 


The stated policy in Ottawa and Peel is to use the formal M.T.C. 
eligibility definition, however, this definition may not always be used 
in practice, The other operations have special eligibility definitions. 
In London and Winnipeg, agency sponsored trips are specifically 
excluded from eligibility for services where DARTS has incorporated 


agency sponsored trips directly into its regular services. 


DARTS is the only operation which has special fares for agency 
sponsored trips. These are substantially higher than the regular fares 
for the service. Initially these fares were established to reflect the 
actual marginal costs of providing these services, however, they now 
also reflect the agencies ability to support the cost. This generates 
more fare revenue than would otherwise be the case, thereby keeping 


municipal grants down. 
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While all of the operations require a medical signature to verify 
eligibility on registration, the statements of eligibility are more 
precise in some cases than others. The DARTS medical statement is 


less precise than the statements used in some other operations. 


Only DARTS and Ottawa utilize a computerized dispatching system, 


although Peel hopes to introduce such a system in 1986. 


DARTS, London and Ottawa have service targets of all pickups within 
30 minutes of the time requested and all of the operations have 


maximum travel time targets of 60 to 90 minutes, 


London and Ottawa, with non-unionized operators working for a 
private contractor, have wage rates of 10% to 250% lower than the 


unionized operators in Peel, Winnipeg and DARTS. 


The comparison highlights a number of aspects of the DARTS operation which 


differ from general industry trends. These include: 


DARTS use of a registrant waiting list as well as a subscription trip 


waiting list. 


DARTS medical statement on registration application is not as clear 


as in other systems. 


The role and funding for DARTS in providing agency sponsored trips. 


3.2 Services and Ridership 


Table 6.3 provides a comparison of the services and ridership characteristics in 
the selected operations. Some of the key points in the comparison are noted 


below: 


All of the operations have similar hours of operation with the 


exception of Peel which has no Saturday evening or Sunday service. 
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DARTS and the Ottawa services carry two to three times as many 
daily passengers as the other three operations even through both reel 


and Winnipeg serve a larger total population than DARTS. 


Only DARTS makes extensive use of taxis. Peel makes some use of 
taxis and intends to expand this use but the other operations do not. 
London, Peel and Ottawa operate some cars instead of vans as part of 


their regular service, however. 


DARTS carries a lower proportion of wheel chair passengers than the 
other operations and a significant proportion of DARTS: trips are 


agency sponsored. 


There is a wide variation in the proportion of work, medical and other 
trips provided in the comparison properties with Winnipeg having very 
high levels of work and medical trips compared to Peel where 43% of 
the trips are for shopping personal or recreational trips. The variation 
in trip purposes appears to be the result of a combination of factors 
including restricted availability of services in the case of Winnipeg and 


the availability of work opportunities in the community. 


DARTS has similar rates of subscription trips, non-accommodated 


trips, no shows and cancellations compar ed with the other operators. 


This comparison shows that the characteristics of DARTS users are somewhat 


different than those in other communities as fewer are in wheelchairs and 


many are agency sponsored and/or carried in taxis. 


Costs and Revenues and Performance Indicators 


Table 6.4 provides a comparison of the cost and revenue of each of the 


comparison operations for 1985. All of the operations have been experiencing 


rapid growth in ridership over the past five years. Ridership has more than 


doubled in five years at DARTS and in Peel and Ottawa. London and Winnipeg 
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have experienced 40% to 60% growth in ridership over this period. Costs have 
grown more rapidly than ridership with costs increasing from 100% to 200% 
over the five year period. DARTS growth both in ridership and costs has been 
similar to the experience in Ottawa over five years. Due to the special fares 
charged for agency sponsored trips, DARTS generates substantially more 


revenue than the other operations. 


Table 6.5 provides a listing of comparison performance measures derived from 
the statistics presented in Table 6.4. The DARTS and Peel statistics have 
been subdivided into non-taxi and total system measures to provide a 
consistant basis for comparison with the other operations. The performance 


measures under each heading are discussed below. 


Amount of Service 


The amount of non-taxi service provided by DARTS on an hours per capita 
basis is greater than the other operations with the exception of Ottawa. 
Considering that non-taxi service represents approximately half of the DARTS 
passengers, the full DARTS service represents substantially more service than 
is provided in the other operations. This is also reflected in the total 
passengers per capita served where DARTS provides for more than double the 
trips per capita than London, Peel and Winnipeg and 10% higher than Ottawa. 


Financial Performance 


While more service is provided by DARTS in Hamilton than elsewhere it is 
provided at a substantially lower cost per passenger trips than in comparable 
communities. DARTS non-taxi costs per passenger are generally similar or 
lower than elsewhere particularly when operator wage rates are accounted for. 
This indicates that the DARTS non-taxi services are efficiently run. The 
extensive use of lower cost taxi services by DARTS as well, increases the 
differential result in a substantially lower average cost per passeng cr overall 


than is generally achieved else wher e. 
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From an effectiveness point of view, the overall! cost per capita for disabled 
transit services in Hamilton is more than double costs per capita in London and 
Peel while it is similar to the cost per capita in Ottawa. This is due to the 
relatively large amount of service being provided. This highlights the basic 
policy question of how much service should be provided in Hamilton and what 
level of investment should be made in special transit services for the disabled 


in the community. 


DARTS receives 13% of its funding directly from agencies through "agency 
fares" which is reflected in the higher average fare in Hamilton. This source 
of funding is not used by the other operations. Even with this additional 
funding source, the municipal cost per capita in Hamilton is higher than 
London and Peel, however, the disabled in Hamilton are receiving a lot more 


service for this investment than elsewhere. 


Service Utilization 


DARTS services attract more passengers per capita than any of the services of 
the comparison properties. This is primarily due to the agency sponsored trip 
and perhaps less restrictive eligibility overall with DARTS. DARTS 
registrants may also have developed more extensive trip making patterns 


because of the availability of the taxi services. 


Efficiency Measures 


Passengers carried per hour of service is one measure of service and 
scheduling efficiency. It is intertelated with average trip length in that, if 
longer trips are required due to the geography of the service area, then the 
passengers who can be carried per hour of service is reduced. For DARTS, 
average trip lengths for non-taxi services are less than Peel and Ottawa which 
suggests DARTS could achieve higher passenger per hour performance than 
these operations. DARTS is however 10% to 20% below the other operations 


with respect to passengers carried per hour of service. It may be that the 
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assigning of group trips to taxi services at DARTS limits the opportunities to 
combine trips for greater schedule efficiency and service utilization on the 


non-taxi service. This should be reviewed in more detail. 


DARTS costs of service on a per hour and per kilometer basis compare 
favourably to other systems considering that DARTS operators are paid at the 
second highest rate of the comparison properties. This indicates that DARTS 
overhead and vehicle maintenance costs compare well with the other 
operations. This is also reflected in the relatively low number of 
administrative employees per 1000 passengers, however, this measure also 
indicates the manpower benefits of the computerized dispatching system at 
DARTS. 


The final efficiency measure is the annual hours of service per vehicle. 
DARTS operates 10% to 20% fewer hours of service annually with each of 
their vehicles than the other comparison properties (Peel excepted). Improved 
vehicle utilization may be achievable through improved maintenance and 
vehicle assignment procedures which could reduce new equipment purchases 
required at DARTS. This may increase maintenance labour costs, however, 


amd the overall costs and benefits of a smaller fleet need to be reviewed. 


In summary, the comparison of performance measures indicates that the 


following issues should be examined in more detail in the DARTS operation: 


amount of service provided/elig ibility 


scheduling efficiency to increase passengers per hour of service on the 


non-taxi operation 


vehicle utilization and fleet size 


Ae 


4.0 SUMMARY 


The operations selected for comparison are organized and managed in a 
variety of different ways. This makes one to one comparison difficult as any 
one property, including DARTS, can have unique circumstances which make 
specific comparisons misleading. For this reason the approach used here has 
been to identify where the DARTS operation differs from the general trends in 
the industry. These areas can then be reviewed in detail with DARTS at later 


stages of the study to determine if there is scope for improvement. 
The main points noted in the comparison are as follows: 


Ottawa and DARTS are similar in terms of ridership, amount of 
service and cost per capita where the other three operations provide 


less than half this amount of service. 


DARTS fulfills a somewhat different role in Hamilton than that of the 
other operations with agency sponsored trips being 22% of total 


ridership where these trips are excluded in other operations. 


DARTS overall efficiency with respect to cost performance per trip is 
good compared to the other operations both in the non-taxi operation 


and through DARTS's extensive use of low cost taxi services. 


The non-taxi portion of the DARTS operation carries fewer passenger 


per hour and has fewer annual hours per vehicle than elsewhere. 


The use of a registrant waiting list and the specific wording for 
medical confirmation of eligibility at DARTS is different from 


procedures used in the comparison operations. 
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Appendix A 


EXAMPLE QUESTIONNAIRE 


DeLCan 


REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


INFORMATION REQUESTED FROM OTHER 
SYSTEMS FOR COMPARISON TO DARTS 


i Goals and Objectives, Service Guidelines: 
~ Copy of stated goals and objectives of service. 


- Current service or performance guidelines, operating 
policies on: 


Passenger waiting time, passenger in-vehicle time, 
schedule variations. 


Service priorities by trip purpose, user condition, 
other. 


User eligibility criteria. 


Service productivity targets (i.e., trips per vehicle 
hour, trips per registrant) 


Operational efficiency targets (i.e., cost per vehicle 
hour, cost per trip) 


Financial performance (i.e., revenue/cost, cost per 
registrant) 
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REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


Information Requested from Other 
Systems for Comparison to DARTS 


Other performance standards. 


2 User and Travel Characteristics: 


- Description of user registration process including eligibility 
criteria checks, application process, medical input, etc. 


- Number of users (1985 and last 5 years), number on waiting list 
and information on disabilities (% wheelchair, etc.) 


- Number of annual trips (1985 and last 5 years) with breakdown 
by: 
bus, taxi, other 
fare category 


variation by month and time-of-day 
reservation process (subscription, reservation, etc). 


- Number of trip requests unable to be accommodated in 1985. 


- Number of cancellations and no-shows in 1985. 
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REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


Information Requested from Other 


Systems for Comparison to DARTS 


oe Services: 


- Area Served 
- Hours of service (weekday, Saturday, Sunday and Holdiays) 


~ Number of vehicle in service by time of day (buses, contracted 
services, taxis). 


- Annual vehicle hours of service (buses, other) for 1985 and 
last 5 years. 


~ General service trends for last 5 years and next 2-3 years. 


- Fare structure and methods of fare payment. 


4. Operations: 


m Process for trip reservations (subscription eels trip 
bookings, trip confirmation, on-demand services 
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REGION OF HAMILTON- WENTWORTH 
REVIEW OF DARTS OPERATION 


Information Requested from Other 
Systems for Comparison to DARTS 


- Process for scheduling and dispatching 


- Arrangements for contracted services (buses, taxis, etc). 


- Driver union affiliation and 1985 hourly rate: 


- 1985 Cost and Revenue statement (with breakdown by types 
of operating expenses, different types of service if 
applicable, overhead expenses, different sources of revenue): 


5. Vehicles and Facilities: 


- Number and types of vehicles in fleet. 
~ Number of vehicles in service in peak period, standby, other. 
- Description of vehicle servicing and maintenance operation. 


~ Description of vehicle storage and maintenance facility. 
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REGION OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


Information Requested from Other 
Systems for Comparison to DARTS 


- Description of office facilities 


6. Monitoring and Reporting: 


- Describe monitoring and reporting process (info collected, 
frequency of reports, who gets reports, etc). 


~ Sample of reports. 


7. Organization and Administration: 


- Organization chart with numbers of staff (office, drivers, 
servicing). 


- Description of policy group (representation, method of 
selection, responsibilities). 


- Relationship to local government. 


- User input mechanisms 


8. Other: 
- General trends 


- Current issues 
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THE REGIONAL MUNICIPALITY OF HAMILTON WENTWORTH 
REVIEW OF DARTS OPERATIONS 


TECHNICAL MEMORANDUM 


TASK 7 DARTS RIDERSHIP SURVEY AND DESCRIPTION 


Prepared by: DeLCan (DeLeuw Cather, Canada Eta.) 
July 1986 
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1.0 INTRODUCTION AND SUMMARY 


This report provides an overview of current DARTS ridership, and describes 
the methodology and results of the survey of DARTS registrants and those 
wishing DARTS service. The results of the survey will be used to determine 
the potential demand for transit services for disabled persons, as part of 
Task #8 and as a basis for assessing DARTS services. This report includes 
information concerning current ridership patterns, respondents; eligibility, 


specific disabilities, and actual and desired trip-making. 


Highlights of the survey results and ridership review are summarized below: 


Ridership: 


Ridership has grown 114% since 1980, compared to a population 


increase in the Region of 3.5%. 


22% of current ridership is sponsored by agencies, and half of this 


ridership is sponsored by Community and Social Services. 


Typically most of the subscription service is carried by taxis, while the 


bulk of the request type service utilizes vans. 


Survey Results: 


A 30% response rate was obtained from the survey. 


The number of active DARTS users is estimated to be a maximum of 
2700. 


80% of the respondents indicated major mobility problems, while 10% 
indicated little or no problems. The remaining 10% represent blind, 


retarded and frail/elderly persons with unclear mobility problems. 


Half of the respondents are over 65, and 20% of the respondents are 


over 80. 


A quarter of the respondents had not travelled in the past 30 days. 
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13% of all DARTS trips recorded were by people who did not identify a 


mobility problem. 


Wheelchair/walker users rely heavily on DARTS vans for their trips; 


88% of the DARTS trips recorded by these users were on vans. 


Respondents indicated a DARTS trip rate 2.8 times the average trip 
rate for DARTS users 


80% of the trips recorded are to or from the Lower Hamilton area, 


half of which originate and end in this area. 


54% of DARTS trips are for work, school and medical purposes. 


The desired trips indicated represent a 16% increase in demand over 
the actual DARTS trips recorded if all of the desired trips were 
accomodated on DARTS. This estimate may be subject to over 


reporting, however. 


2.0 CURRENT RIDERSHIP PATTERNS 


This section of the report provides a profile of current ridership and ridership 


trends in the DARTS operation. 


2.1 Annual and Seasonal Ridership Profiles 


Exhibit 2.1 shows the annual ridership on DARTS since 1980 compared to 


population growth in the Region. DARTS ridership has grown 114% while the 


Regional population has grown only 3.5%. 
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Exhibit 2.1 also shows the monthly profile of DARTS van and taxi trips for 
1985. Ridership is highest in the spring and fall, and lowest in the summer 
months. Van and taxi ridership are almost equal throughout the year, although 
there is a recent trend to more trips on taxi than van services. For the first 
three months of 1986, taxi ridership grew 21% over 1985 and van ridership 


grew 2% over 1985. 


Agencies sponsored 3,591 trips in March 1986, which represent approximately 
22% of all rides on the system. Exhibit 2.2 provides a breakdown of these 
trips. 45% of the trips are sponsored by the Regional Social Services 
Department, 30% are sponsored by retirement and special care homes, and 
20% are sponsored by the Chedoke-McMaster Medical Centre. A number of 


other agencies and schoolboards sponsor the remaineder. 


Exhibit 2.2 also shows the day of the week profile of users for a typical week 
in February. Weekend ridership is approximately 25% of the normal weekday 
ridership. All weekend trips are handled on a request basis (no subscription 
bookings) and are not normally agency sponsored. There is a relatively large 
fluctuation (+/- 10%) in daily trips, both on the van service and the taxi 


services throughout the week. 


Dee Typical Daily Ridership Characteristics 


Exhibit 2.3 shows the breakdown of requests for trips compared to actual trips 
served on a typical day in March 1986. Cancellations and no-shows represent 
16% of all trip requests received which is somewhat higher than the 11% 
average for 1985. Exhibit 2.3 also shows trips by subscription versus single 
request bookings and van/taxi. Subscription trips account for 57% of the trips 
served, the majority of which are provided by taxis. Request bookings account 
for the remaining 43%. These trips have a greater utilization of vans. This 
reflects DARTS procedure where subscription trips are combined inte regular 
taxi (or livery) trips where possible to keep the cost of these trips as low as 


possible on a per person basis. 
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EXHIBIT 2.2 


Agency Ridership — Mar 1986 
5591 Trips — 22% of Total 
Other Agencies (5.0%) 


Other Homes (10.0%) 


Com Soc (45.0%) 


ygiel Homes (20.0%) 


Sh 


Chedoke Hosp (20.0%) 


Daily Ridership 


400 


Rides 


100 
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Day of the Week 
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Typlcal Day — 911 Request 
Requests vs Actual Trips 


Cancedations (15.5%) 


No Shows (1.0%) 


Trips (83.5%) 


Typical Day — 761 Trips 
Van/Taxi by Booking Type 


Suberptn—Van (18.35%) 
Request—Van (24.7%) 


Request—Taxi (18.9%) 


Subcrptn—Taxd (38.1%) 
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Exhibit 2.4 shows the grouping of daily trips by fare type (agency or regular 
fare). Agency fare trips are provided more or less equally by taxi and van 
services. Exhibit 2.4 also shows the proportion of daily users on a typical day 
who are classified as "wheelchair" or "ambulatory". Wheelchair passengers 
generally must be served with vans where ambulatory passengers can be served 


by either vans or taxis. 


3.0 POTENTIAL USER QUESTIONNAIRE SURVEY 


54 Survey Process 


A survey was conducted by questionnaire of existing and potential users of 
DARTS services. Questionnaires were mailed out or were distributed in 
quantity at major facilities (such as nursing homes), and were returned either 


by postage-paid mail or directly to DARTS contacts. 


The questionnaire was developed in conjunction with the Working Committee 


and DARTS staff. The questionnaire is included in Appendix A. 


Three separate distribution categories were identified. The first included all 
those on the DARTS mailing list (considered ‘active’ DARTS registrants). The 
second distribution category included the remaining DARTS registrants; those 
not on the mailing list (the majority of these people were considered to be 
‘inactive’, although some simply did not want to receive DARTS mailings.) The 
third distribution category included all those on the waiting list for DARTS 


service(!), All of this information was supplied by DARTS. 


(1) As of April 1986 all of the people on the waiting list were put on to 
the active registrants list. 
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Soc ribeia: 


Typical Day — 761 Trips 
Fare Type by Van/Taxi 


Agency—Van (12.5%) 


Ticket—Van (30.5%) 


Agency—Taxi (14.5%) 


Ticket—Taxl (42.6%) 


Typical Day — 761 Trips 
WC/Ambulatory by Booking Type 


Request—WC (17.0%) Suberptn—WC (15.0%) 


quest—Ambtry (24.0%) 


Suberptn—Ambtry (44.0%) 


Questionnaires were printed on three different colours of paper, and 


distributed as follows: 


Number Method Of 
Category Colour Distributed Distribution 
DARTS mailing list White 2,496 Mail 
Inactive registrants Blue 1,054 Distributed in quantity 


to facilities 
Mail 
Waiting list Yellow 323 Mail 


3.873 


a ea Survey Response Rate 


Of the questionnaires mailed out, the following could not be delivered: 


26 Addressee deceased 
7 Moved, address unknown 
Zh No such address 


22 Duplicate questionnaires mailed to the same person. 


A total of 1,171 questionnaires were returned, of which 8 were blank and 


therfore invalid. The overall response rate was 30%, broken down as follows: 


- Number of Valid 


Category Questionnaires Returned Response Rate 
DARTS mailing list 871 34.9% 
‘Inactive’ Registrants 165 15.6% 
Waiting List 27 39.0% 

Y,e3 30.0% 
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aoe2 Comments 


Several recipients made comments specifically about the survey, either on the 
questionnaire or directly to a DARTS contact. These comments are 


summarized below: 


Comment Number 
Questionnaires/specific question confusing “ 
Survey is an invasion of privacy 2 
Unable to complete questionnaire 2 
Afraid that by completing questionnaire they 
may lose DARTS SERVICE Z 
Mailing list/address incorrect 24 
Other comments 15 

43 

3.2 Processing of Survey Data 


The 1,163 valid questionnaires were coded and keypunched by Hamilton- 
Wentworth staff. Keypunching errors were identified and corrected using a 
frequency table summarizing all different responses for each question, 


allowing invalid responses to be quickly distinguished. 


Logical errors in responses to questions 6 and 7 were also identified, where the 
response to one question did not agree with the response to the subsequent 
question. Where the respondent's intent was obvious despite his answer, the 


illogical response was modified. 
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Eee Trip Frequency Factor 


Trip frequency factors were applied to each actual or desired trip listed in 


questions 8 or 9, as follows: 


Trip frequency Factors 
Daily 5 

2 to 4 times/week 3 
Weekly l 

2 to 3 times/month 0.625 
Monthly Os22 
Less than monthly On1Z2> 


These factors determined how many times a trip was counted in the tabulation 
process. For example, a trip recorded as a daily trip was counted > times (5 
weekday trips/week), while a monthly trip was counted only 0.25 times (one 


trip/4 weeks). 


3.3 Survey Results 


Tabulations and cross-tabulations of the survey results were prepared 
by Hamilton-Wentworth staff. From the basic data file, three data files were 
created, one with information on each respondent, one with a record of each 
actual round trip recorded, and one with a record of each desired trip. 
Tabulations of the responses to each question have been provided to the 
Regional Department of Transportation and to DARTS under separate cover. 


Some of the highlights of the results are shown below. 


Beal Disability Categories 


Question 3 to 6 on the questionaire provide a profile of the respondents' 
disability type and level of mobility. Tables 3.1 and 3.2 provide a summary of 
the responses to these questions. Based on these responses, the following six 
disability categories were defined which identify different degrees and types 


of disability: 


i am 
eo 
toe 
i} 
up? 
7 
, 
- . 
a 
oT 
j : ime in 
=f aks 
: a; 3 
: eee! i => were 


a a gi 5) —_ 
7 
: a) 


- — jit, ale sary ai | ~<a 


mie Ghats . 2781) 4) Gee eds ete @ © if: vena) ' ead fi 
sme 4 (TEPID Cy Od heey Hii) 5) 660i 


Disability Number of 


Category Respondents Description 
100 No identified mobility problem. 
Z ug) Unclear or inconsistent response (cannot clearly 


determine whether respondent has a mobility 
problem or not). 


S 11 Frail or elderly, but with no specific disability 
condition. 
4 61 Blind or retarded, but with no other specific 


disability condition. 


5) 447 Other disability condition, but not 
requiring a wheelchair, walker or scooter. 


6 516 Requires use of a wheelchair, walker or scooter. 


The logic used to determine the disability categories is described in 


Appendix B. 


32362 Respondent Data 


Tabulations of the respondent data are summarized in Tables 3.1 to 3.5. The 
most significant characteristics of the people who responded to the survey 


ares 


Over 90% of the respondents indicated mobility-impairment of some 
sort. More than half of these people regularly use a wheelchair, 
walker or scooter. In comparing these figures with population 
projections and DARTS records, it appears that the number of 
wheelchair respondents is- over-represented in the survey. This is 


likely due to two factors: 


IN The wording of Question 5, which included walkers and scooters 


with wheelchairs. 
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2. People in wheelchairs are more dependent on DARTS and may be 
more concerned about the possibility of changes to DARTS 
service, and would therefore be more likely to respond to the 


survey. 


More than half the respondents were 65 or over, and more than 20% 


were 80 years of age or older. 


A quarter of all respondents indicated multiple disabilities and 14% 
indicated "other" disabilities, of which 7% were specific physical 
disabilities such as broken leg, spina bifida and Parkinsons disease, and 
the other 7% included mental handicaps, blind, deaf and non mobility 
related conditions such as diabetes, etc. Among the remaining 
respondents, arthritis, stroke and retardation were the most common 


single disabilities. 


52 people, 4.5% of all respondents, clearly indicated that they can use 
regular public transit with no difficulty at all. Another 39 people gave 
inconsistent responses to questions 3 and 4. Almost 80% of the 
respondents replied that they could not use the regular HSR service 
without assistance and that boarding the bus was difficult or 


impossible. 


Three-quarters of the respondents live in the City of Hamilton, and 


20% of all respondents live in an institution or facility. 


Almost a quarter of all respondents have not travelled out On theit 
homes in the past 30 days. Extrapolating the travelling percentages 
for respondents on the DARTS mailing list and ‘inactive! DARTS 
registrants based on the number of surveys distributed to these two 
groups, the number of active DARTS users can be estimated to be a 
maximum of 2700. The non-travelling percentage may actually be 
higher for all respondents; people who have not made any trips in the 
past 30 days are not as likely to respond to a questionnaire about 


travelling. 
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Table 3.1 
ABILITY TO USE REGULAR PUBLIC TRANSIT 


Question 3: Can you use the regular HSR transit service without assistance? 


Question 4: Do you have difficulty getting on or off a regular HSR bus? 


Question 3: Use HSR? 


res No No Response Totals % 
Question 4: 
Board Regular Bus? 
No Difficulty D2 36 0) $8 156 
Some Difficuity 103 253 10 366 3152 
Impossible 3 664 5 672 DT af 
No Response 3 2) 9 ay) BN 
Totals 161 978 24 b,le3 100 
% 13.8 $4.1 Zo 100 


WHEELCHAIR USERS 


Question 5: Do you regularly use a wheelchair, walker or scooter? 
TOTALS % 
es 526 45.2 
No 596 a1.3 
No Response 41 3.2 
TOTAL eS 100 
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Table 3.2 


AGE AND SPECIFIC DISABILITY 


Specific 
Age Totals % Disability 
1 to 4 0 0 Arthritis 
oe to 18 31 Zot Blind 
ato 24 169 14.5 Stroke 
35 to 54 149 [Zao Paraplegic 
D2; to 64 163 14.0 Cerebral Palsy 
6D f00? W42) 10.7 Multiple Sclerosis 
10°19 79 261 2202 Muscular Distrophy 
80 + 250 7a) Heart/Cardiac 
No Response 15 1.3 Amputee 
ss Retardation 
{ i63 100 Other 


Multiple Disabilities 
No Disability 
Identified 


 |WIhe 


Totals 


193 
26 
[25 
25 
IVA 
D4 
14 
33 
26 
1 WF 
164 
303 
36 


1,163 
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Table 3.3 


RESPONSES BY DISABILITY CATEGORY 


DARTS ‘Inactive' DARTS 
Disability Mailing DARTS Waiting 
Category List Registrants Lists Totals % 
No Problem Identified 74 9 17 100 8.6 
Unclear/Inconsistent 20 6 2 28 2.4 
Frail/Elderly 6 5 0 sl 0.9 
Blind/Retarded 42 17 2 61 Sa) 
Other Condition a7 17 Da 447 38.4 
Wheelchair 358 ie 47 516 44.4 
Totals 87 1 165 127 |, 163 100 
% 74.9 jes hoes 100 
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Table 3.4 


TYPE OF RESIDENCE 


Home Facility/ 
Municipality Private Residence Instituticn Totals 


Lower Hamilton 


Upper Hamilton 
(Mountain) 


Dundas 
Stoney Creek 
Ancaster 
Flamborough 
Glanbrook 


Outside the Region 
of Hamilton Wentworth 


Indeterminable 


Totals 
% 
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43 
48 
19 
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Table 3.5 
TRAVELLED OUT OF HOME 


Question 7: Travelled out of your residence 
In the Past 30 Days? 
Mailing 
Category Yes No Totals % 


DARTS Mailing 
List 701 170 871 74.9 


Inactive' DARTS 
Registrants 101 64 165 WEE ZZ 


DARTS Waiting 


List ey) 28 M27 102 
Totals 901 262 LS l63 100 
% FS @) ESTOS 100 


oy ee 


35 355 Actual Trips 


Tabulations of actual trip data are summarized in Tables 3.6 to 3.8. The most 


significant characteristics of the actual trips which people recorded are: 


80% of all fully recorded trips were either to or from the Lower 


Hamilton area. 42% originated and ended in the Lower Hamilton area. 


13% of all DARTS trips recorded, were made by people with no 
apparent disability, 76% were made by people with a clear mobility 
impairment with the remaining 11% made by Blind/Retarded, frail and 


elderly passenger with no clearly identified mobility impairment. 


Wheelchair users depend very heavily on DARTS vans for trips; 88% of 
the DARTS trips which wheelchair users recorded were on DARTS 
vans. Some wheelchair users use taxis for trips - these people likely 


include those who use walkers and scooters. 


Next to DARTS, family members are the most frequent providers of 


trips. Only 2.5% of all trips were provided directly by agencies. 


The majority of DARTS trips are for work, medical and other reasons; 


these each account for approximately 25% of all DARTS trips. 


Non-DARTS means of travelling are used more for shopping trips and 


trips for other reasons. 


: The 901 respondents who travel indicated they made 1685 weekly 
round trips on DARTS, or 3.7 one-way trips per passenger. Assuming 
approximately 2700 active DARTS users based on actual DARTS 
records of trips, the average DARTS user makes approximately 1.3 
one-way trips per week. The DARTS trip rates reported in the survey 


are 2.8 times actual average trip rates. This is probably due to: 


more frequent users are more likely to respond to the 
survey 


respondents are over-reporting actual use 
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3.324 Desired Trips 


Tabulations of desired trip data are summarized in Tables 3.9 and 3.10. The 
most notable characteristics of the trips people indicated they would make if 


more DARTS service was available are: 


A third of the destinations could not be interpreted as a specific 
location. Most respondents indicated destinations such as 'hairdresser', 


'shopping', 'visit friends’, or 'doctor'. 


28% of the desired trips indicated are for work, school and medical 
purposes, while the remainder for shopping, personal and recreational 


trips. 


279 desired weekly round trips were identified with specific origins 
and destinations. These trips, if carried on DARTS would require a 
16% increase over the number of actual weekly trips recorded on 
DARTS. Given the potential for over-reporting of desired trips, the 
survey indicates a potential 'latent' demard of a 10% to 15% increase 


in trips by current DARTS users if additional service were provided. 
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Table 3.10 


DESIRED TRIPS - PURPOSE 


Purpose 


Work 


School 


Medical 


Shopping 


Church 


Other 


No Response 


TOTAL 


Totals 


45 


35 


lig 


208 


70 


214 


688 


ed hee 


30.3 
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eye 


100 


Appendix A 


SURVEY QUESTIONNAIRE 
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Appendix B 


LOGIC USED TO DETERMINE 
DISABILITY CATEGORIES 


DARTS QUESTIONNAIRE SURVEY 


- User Categories 


- Steps Must Be Done in Order Shown 


Step # 


be If Question 4 = 1 or 9 


i 
ine) 


- and Question 3 = 2 then Code 


- otherwise, Code = 1 


(es If Question 4 = 3 and Question 5 = 1 then Code = 6 


3: If Question 6 = 2 and Question 2 = 6, 7 or 8 then Code = 3 


4, If Question 5 1 


~ and Question 6a* = 2 or 10 then Code = 4 


- otherwise, Code = 6 


oe If Question 5°= 2 or 9 
- and Question 6 = 2, then Code = 2 
- and Question 6a* = 99, then Code = 2 
2 or 10, then Code = 4 


- and Question 6a* 


- otherwise Code = 5 


* Condition Type, 1-12 
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1.0 INTRODUCTION 


This report provides estimates of current and future populations in Hamilton- 
Wentworth Region under a range of disability groupings. It also provides an 
indication of what ridership levels might be achieved with alternative 


eligibility criteria with respect to who is permitted to use the system. 


2.0 METHODOLOGY 


2.1 Background 


A substantial amount of data has been assembled and analysis undertaken with 
respect to the size of the disabled population in Canada. A literature search 
of recent reports was undertaken (see Bibliography) and the methodologies and 
results of each reviewed to determine the best approach for the current study. 


Two of the important factors which must be considered are discussed below: 


Disability Category 


There are a number of ways of categorizing disability types for the purposes of 
describing travel characteristics. The most common categories relate to 
factors such as the ability to board a regular transit bus (M.T.C. eligibility 
criteria), the requirement of using a wheelchair or walking aid, and the 
identification of a specific condition such ascerebral palsey, blindness, etc. A 
set of disability categories incorporating these factors was developed as shown 
in Table 2.1 to classify the survey results. These are used throughout this 


report as the basis for current and future populations and ridership estimates. 


Age Categories 


Experience elsewhere and the results of the ridership survey has shown that 
the use of transit services for the disabled increases substantially with age. 
Where, people over 65 represent 12% of the population they represent 50% of 
DARTS users in Hamilton. For this reason it is important to identify 
separately the over 65's from the under 65's in any ridership estimating 


process. 
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Table 2.1 


DISABILITY CATEGORIES 


te No problems using/boarding regular bus: 


- Disability categories | & 2 from the survey 


B. May have varying degrees of difficulty using/boarding regular buses: 
Category 
3 Frail or elderly but with no specific disability or condition. 
4 Blind or retarded but with no other specific disability or 
condition. 
5 Specific identified condition but no wheelchair or walker 
requirements. 
6 Requirement for wheelchair or walker 


Zot Approach Used 


The approach used in estimating disabled populations in Hamilton has been to 
determine the proportion of the population in each disability category 
stratified by age (5-64 and 65+) based on surveys and studies elsewhere. These 
proportions are then applied to current and forecast populations in the Region. 
The survey results have been used to estimate potential trip making by these 


age and disability groups. 


faB) Proportion of Population by Disability Category 


Statistics Canada undertook surveys of 66,000 households representing 126,700 
individuals in 1983 and 1984 as part of the Canadian Labour Force Survey. The 
results indicated that 2.5% of the total population has mobility disabilities to 
the point of "requiring assistance to get around the neighbourhood". This 
provides a very broad definition of mobility disabilities and is open to a wide 
degree of subjective interpretation by the respondents to the survey. Of this 
2.5% of total population 56% (1.4% of the total population) are over 65 and 
24% (.6% of the total population) use a wheelchair or walker. These results 


closely parallel the results of a number of other studies as shown in below. 


Comparison of Disabled Population Estimates 
% Of Population 
With Mobility Disabilities 


Source 

Statistics Canada, 1985 2.5% - Unable to get around neighbourhood 

CUTA 1986 3% - 1% unable to board a bus 

Canadian Transport Commission 3% - Difficulty travelling without 
assistance 

1984 

TRB#973, 1984 2,370) = ‘Based on C.1.C.study 

Transport Canada, 1979 2.4% - Unable or a lot of 
difficulty using public transportation 

M.T.C.1984 1.5% - Unable to board a bus. 
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There is a wide variation in the estimates primarily due to differences in 
definition of what constitutes a mobility disability, however. There is general 
agreement that the proportion population with some mobility disability is 2% 
to 3% of the total population and that these falling into the "unable to board a 


bus" category represent 1% to 1.5% of the population. 


As no definitive estimates of disabled populations exist we have used the 
Statistics Canada 1985 data along with other sources to develop a reasonable 
breakdown of population by disability category as shown in Table 2.2. It is 
important to recognize that the proportions shown, while consistant with all 
available data, provide only a general indication of the magnitude of the 


population in each disability category. 


They will, however provide a reasonable basis for estimating the overall 


potential market for DARTS services. 


These estimates include a number of people who, while they may have some 
difficulties with mobility do not meet the M.T.C. criteria of "unable to board a 
regular transit bus". A recent M.T.C.® study has estimated this population at 
1.5% of the total population. This is roughly equivalent to the 


wheelchair/walker and specific condition categories. 


It is also important to note that a significant number of these potential users 
are housebound and travel very infrequently. 22% of the respondents to the 
survey indicated that they had not travelled in the past month and this result 
is similar to recent results in Halton where 24% of the potential users 
contacted were non-travelling. It is expected that the response rate to the 
survey among infrequent travellers may be quite low. An estimate of 40% 
infrequent travellers in the wheelchair/walker and Specific Condition 
categories may be more realistic. Using 24% as the low estimate and 40% as 
the high estimate for infrequent travellers gives a range of .8% to 1.0% of the 
population for travellers in the wheelchair/walker and Specific Condition 
categories this is similar to the current active DARTS registration list of 
2,700 which is approximately .7% of the current population of the Region. 
This cross-check illustrates that the proportions shown in Table | are generally 


representative of actual conditions in the Region. 
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Table 2.2 
PROPORTION OF TOTAL POPULATION BY DISABILITY CATEGORY 


Mobility Disabled Age 

Category 5-64 65+ Total 
Wheelchair/ Walker 3% 3% -6%* 
Specific Condition - 2% wo 8% 
Blind/Retarded 3% 1% 4% 
Frail/Elderly 0% 7% 7% 
Total «9% Lex 2.d9* 
No Mobility Disability 86.6% Le 19% 97.3% 
Total 3/2290 12.5%* 100% 


* From Statistics Canada 1985 Report 
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3.0 FORECASTS OF THE DISABLED POPULATION IN HAMILTON 


Table 3.1 provides a summary of the existing and forecast populations by sub- 
area in the Region based on the most recent data available from the Regional 
Planning Department. Applying the proportions in Table 2.2 to the populations 
in Table 3.1 provides disability population estimates as shown in Table 3.2. 
The forecasts show that the transportation disabled population is expected to 
grow 10% by 1991. This is more rapidly than the total population due to 


population aging. 


Table 3.3 provides a geographical breakdown of the forecast growth for the 
wheelchair/walker and "other condition" categories. The largest growth in the 
disabled population in the Region is expected to take place in the Upper 
Hamilton Mountain area and in Stoney Creek. The traditional primary 


residential areas in Lower Hamilton are not expected to grow significantly. 


These statistics provide a general indication of where growth in potential 
ridership will occur due to population changes. The statistics do not, however, 
reflect specific development proposals notably of senior citizen residential 
facilities which could substantially alter the pattern of growth of demand for 


transit services from that indicated by Table 4.1. 


Hamilton - Lower 


- Upper 


Stoney Creek 


Dundas/Ancaster 


Glanbrook 


Flamborough 


Total 


0-64 


169,400 
100,400 


34,800 


30,400 


8,900 


22,700 


366,600 


Table 3.1 


1982 


65+ 


26,600 
12,000 


2,800 


4,100 


600 


1,900 


48,000 


POPULATION FORECASTS 


Total 


196,000 
112,400 


37 ,600 


34,500 


9,500 


24,600 


414,600 


0-64 


158, 300 
109,800 


41,600 


38 , 300 


8,700 


25,100 


381,800 


1971 


65+ 


29,200 
15,200 


3,900 


5,700 


800 


2,400 


57,200 


Total 


187,500 
125,000 


45,500 


44,000 


9,500 


27,500 


439,000 


Table 3.2 


FORECAST OF TRANSPORTATION DISABLED POPULATION* 
IN HAMILTON-WENTWORTH REGION 1982 TO 1991 


1982 1991 % Change 
Total Population 414,600 439,000 6% 
Disability Category 
Wheelchair/Walker 2,400 2,670 11% 
Other Condition 3,240 35500 9% 
Sub Total 5,640 6,220 10% 
Blind/Retarded 1,630 1.760 8% 
Frail Only 2,690 3,200 19% 
Total 9,260 11,180 12% 


* includes approximately 5% in the 0-5 year range. 
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Table 3.3 


GEOGRAPHICAL DISTRIBUTION OF POPULATION GROWTH 


Home Locations of Disabled in the Wheelchair/Walker and Other 


Condition Categories 


1982 1991* 

Hamilton - Lower 2,820 2,840 

- Upper 1,490 ES 0) 
Stoney Creek 350 560 
Dundas/Ancaster 470 230 
Glanbrook 110 L206 
Flamborough 300 340 
Total 5,640 6,220 
ss Distribution is based on population forecasts. Specific new senior citizen 


residential developments not reflected in the forecasts could alter the 


amount of growth in any specific area somewhat from that shown above. 
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4.0 RIDERSHIP FORECASTS 


4.1 Estimating Travellers in the Population 


As described in technical memorandum #7 approximately 1,160 potential users 
of DARTS services responded to a survey questionnaire concerning their trip 
making patterns. Of these, 22% did not travel in the previous 30 days and the 
remainder are regular DARTS users (900 responses). It is likely that a larger 
proportion of the general disabled population do not travel than indicated by 
the survey as they would be less likely to complete a questionnaire. In the 
survey, infrequent travellers occur more often in the wheelchair/walker and 
specific condition categories (30% and 20% respectively) than for the other 


less severe disabled categories where the average was 10%. 


The survey results provide an estimate of the upper limit of the number of 
travellers in the disabled population. This has been used to a "high" forecast 
of potential travellers. A "low" forecast reflecting a lower response rate for 


non-travellers than travellers has also been developed as shown below: 


Proportion of Travellers 


Category in Total Population 
high* low* * 
Wheelchair/Walker 70% 50% 
Specific Condition 80% 70% 
Blind/Retarded and 
Frail Elderly 90% 90% 
~ upper limit from survey results 


** survey results adjusted to reflect lower response rate by infrequent 


travellers. 
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These proportions have been used to estimate the disabled population which 


travels as shown in Table 4.1. 


Table 4.1 also shows a breakdown of active DARTS registrants by disability 
category based on the responses to the survey questionnaire. It indicates that 
most of the wheelchair/walker and half of the specific condition category 
people who travel are currently DARTS users. DARTS currently serves 
relatively small proportions of the Blind/Retarded and Frail/Elderly only 


population. 


4.2 Ridership Forecasts 


Table 4.2 presents estimates of the range of ridership scenarios which could 
occur on DARTS by 1991 depending on the disability categories included in the 
service (eligibility policy adopted) and the penetration achieved in each 
category. The status quo estimates have been made based on population 
growth alone. The high growth rate scenario is based on the following 


additional assumptions: 


actual population which travels is the high forecasts shown in 
Table 4.1. 

market penetration into these groups is increased from 62% to 80% for 
wheelchair/walkers and from 40% to 60% for the specific condition 
category. 

market penetration for the blind, retarded and frail/elderly category 
range from the current 5% to 10%. 

all travellers increase trip making by 15% as indicated through the 


"desired" trips of respondents to the survey. 


These very optomistic assumptions represent a reasonable upper limit on 
possible demand for DARTS services in Hamilton by 1991. It is important to 
recognize that, to achieve the increase market penetration and to serve the 


"desired" trips, substantial increases in service would be required. 


If the blind, retarded and frail/elderly groups are not served in 1991 the 
wheelchair/walker and other condition categories would represent a ridership 
drop of 15% for the status quo forecast and an increase of 18% for the high 


ridership forecst compared to current ridership levels. 


Bats 


‘eS = 
( ine se - Tt) 
a 
3 ® man 
Au v8 pee 
ae aD (U5 Gane 
2-4 
wii - S ou Le 
§ a) =tap 
All a 
inal liver 
4 ripen 
ay ’ ies) 
=) 106 ec Melia 
PT Li S adireyGe 14 
Sis | 
. n y east; ine 
j i ’ ion me | ; aa — eure ¢ 
‘WU s8e 


sme imbie\\i~G ben Shlueie Auld Se ool ekigvarmy) bien 

: 25) a} @) ma ep a) HE eprm 

=) Weer Pees fo C7) ye wminl Wa) eerie Aellewge os 
-epyinw oats to) abemphn elias 2) gaint Sey sing 


<. dieu) Weg Gaarneege 9 Hwertaty enatpoote hile qs 

ri Wuaneom, o! uv fees a Bhisedraby-ciag 

AM aan bal evens ft a. ay sa 
dbo uiucn= oe tals . | due aad 


ames 
any to sre sone 


ee 


Ze 


Table 4.1 


PROPORTION OF DISABLED POPULATION 
CURRENTLY SERVED BY DARTS (1986) 


Estimated 
Disabled Active 
Population that DARTS 
Travels Registrants‘ 1) 


(all modes) 


Disability Category High! Low! 

Wheelchair/ Walker L750 reo) 1,080 
Specific Condition Z,7 00 2,400 1,080 
Blind/Retarded Only 1, 500 1,500 170 
Frail/Elderly Only 2,600 2,600 30 
Subtotal 8,550 7750 2, 360 
No Specific Disability(2) 340 
Total 22700 


Proportional breakdown based on survey results. 


Sie 


Proportion 
Served by 
DARTS AT 
Present 


62% - 86% 


40% - 45% 


11% 


1% 


Users with no apparent mobility disability as identified in the survey. 
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3.) 


4.) 


Table 4.2 


PRESENT AND FORECAST WEEKLY 
ONE WAY TRIPS 


Disability Category 1986 1991 


Status quo* High Growth** 


Wheelchairs and Walker 1,610 1750 2,400 
only 
(1.)plus specific condition PoReISY® 3,200 4,500 
(2.)plus Blind, Retarded and 3, 360 3,600 4800 - 5100 
Frail/Elderly 
(3.)plus Current "not 3,800 - - 
Eligible" users 
3 population growth alone. 
%% increased penetration into each market groups and increased demand by 


existing users through expanded service based on survey results. 
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I. INTRODUCTION 


In July, 1985 Regional Council initiated a review of DARTS (Disabled and 
Aged Regional Transit System) in response to concerns related to level of 


service and overall cost-effectiveness of the system. The DARTS Board of 
Directors welcomed and encouraged the investigation. The intent of the study 
is to assist the Region and DARTS to continue to respond in an effective and 
efficient manner to current and mid-term demands for the transportation of 
disabled residents of the Region. Specifically, the study will respond to the 


following isses: 


The determination of the appropriate level of service to be provided, 
to forecast the likely growth in demand and to assess the impact on 
the present organizational structure, staffing levels, equipment 


requirements, support facilities and financial needs. 


The potential to increase efficiency and effectiveness of operations by 
possibly varying methods of operations, scheduling of service, 


dispatching and equipment selection. 


The potential to further improve the internal control and 


administration of the services provided. 


The investigation is being carried out by a working group comprised of staff 
from Regional Transportation, Finance and Social Service Departments as well 


as from the Ministry of Transportation and Communication (MTC) and DARTS. 


Phase I of the study has been directed towards developing an understanding of 
the existing DARTS system and the travel needs of the disabled population in 
the Region. This report summarizes the findings of these tasks and provides 
an overall assessment of the existing DARTS system. Also, specific issues are 
identified which should be addressed in Phase II of the study. The basis for 
this report is a number of detailed technical memoranda prepared during 


Phase I of the study, as follows: 
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Technical Memorandum on Task 2: Review DARTS Goals and 


Objectives and Task 3: Develop Preliminary DARTS Guidelines. 
Technical Memorandum on Task 4: Inventory Existing DARTS System. 
Technical Memorandum on Task 5: Inventory Other Agency Services. 


Technical Memorandum on Task 6: Comparison of DARTS to Other 


Cities Systems. 


Technical Memorandum on Task 7: DARTS Ridership Survey and 


Description. 


Technical Memorandum on Task 8: Population and Ridership 


Description. 


In addition to these tasks, a review of DARTS financial operations is being 


conducted by the Regional Finance Department. The findings of that review 


will be documented separately and will provide an important input to Phase II 
of the study. 


Ze DESCRIPTION OF DARTS 


DARTS is a transportation service provided to mobility handicapped residents 
of the Region who are unable to use regular public transit. A summary of the 
major characteristics of DARTS is given in Table 2.1 and further information 


is provided in the following sections. 


2.1 DARTS Background 


DARTS is a private, non-profit corporation established in 1976 to "promote the 
integration and development of transportation services within the Regional 
Municipality of Hamilton-Wentworth for those disabled persons of any age but 
who are handicapped in using the public transportation system". The affairs of 
DARTS are managed by a Board of Directors, one of whom is appointed by 


Regional Council. 


DARTS is funded through MTC and Regional subsidies, as well as passenger 
revenues. An operating agreement has been established between the Region 


and DARTS which covers the following: 


DARTS operational responsibilities 
Region responsibilities 

General service characteristics 
Passenger fares 

DARTS Board of Directors 


On a day-to-day basis DARTS is managed and operated independently of the 
Region. Each year, DARTS submits a proposed budget and funding request to 


the Region for approval. 
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Table 2.1 


DARTS OVERVIEW FOR 1985 


Total Expenditures: 

Total Passenger Revenues: 
MTC Subsidy: 

Region Subsidy: 


Type of Service Provided: 


Area Served: 


Hours of Service: 


Number of Vehicles: 
DARTS Vehicle Trips: 
DARTS Taxi Trips: 


Total 1985 Trips: 


S 1,717,303 
S 3794250 
Bro .2oe 
S$ 420,272 


Pre-scheduled door-to-door 


service on vans and taxis. 


All areas of Region. 


6:00 AM to 11:00 PM Weekdays 
9:30 AM to 11:00PM Weekends and Holidays 


21 vans, 2 large buses 
97,610 trips 
99,176 t5ips 


192,786 trips 


Zee DARTS Services and Operations 


DARTS provides services to disabled residents of the Region who are unable to 
use regular public transit and who have been registered by DAR TO-10 use the 


services. At the end of 1985, there were about 3,500 registered users and an 
additional 350 persons were on a waiting list for DARTS services. These 
persons were being held on a waiting list as DARTS service capacity was not 
felt to be adequate. In April, 1986 all persons on the waiting list were 


registered to use the service. 


The level of service provided by DARTS has the following general 


characteristics: 


Service is pre-scheduled door-to-door service by vans or taxis. 


Charter service is also provided for groups. 
Area served includes all of the Region. 


Service is provided from 6:00 AM to 11:00 PM weekdays and from 
9:30 AM to 11:00 PM on weekends and holidays. 


Regular fare is equivalent to the regular adult HSR fare while agency- 


sponsored trips are charged a higher, negotiated fare. 


DARTS operations are based at a leased facility in the west end of Hamilton. 


Some of the significant features of the operation are as follows: 


DARTS uses a computer-based system for trip reservation and 


scheduling functions. 


About 50% of DARTS trips are accommodated on DARTS vehicles 
while the remaining 50% are carried by taxis under contract to 


DARTS. 
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DARTS staff consisted by 15 office staff and 32 drivers in 1985. The 


drivers are members of CUPE. 


DARTS operations and associated costs have increased substantially over the 
past 5 years. A summary of DARTS operating trends from. 1981, to 1925 4s 
provided in Table 2.2. A further overview of these trends with all costs shown 


in 1980 dollars is provided in Figure 2.1. 


2.3 DARTS Ridership 


The ridership on the DARTS services has grown about 115% from 1980 to 198), 
with about 193,000 passenger trips accommodated in 1985. Approximately 
half of the current ridership is carried on DARTS vehicles and the balance is 
carried on taxis under contract to DARTS. In 1985, about 22% of DARTS trips 
were to programs sponsored by other agencies. These agencies paid DARTS a 


special negotiated fare for the sponsored trips. 


In March, 1986 a survey of DARTS registrants was undertaken as part of this 
study. This survey included DARTS registrants and persons on the DARTS 
service waiting list. In total, over 3,700 persons were surveyed and the overall 
response rate to the survey was 30% (1,163 responses). Main highlights of the 


survey results are as follows: 


80% (about 930 responses) of the respondents indicated major mobility 
problems while about 10% (about 160 responses) indicated little or no 
problems. The remaining 10% (about 109 responses) represent 
blind/retarded and frail elderly persons with unclear mobility 


problems. 
Half of the respondents are over 65 with 20% over $0 years of age. 


About a quarter of the respondents had not travelled in the past 
30 days. 
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Of all the actual trips reported by the respondents for a 30 day period, 
about 65% were by DARTS vehicles and taxis, about 14% by driving 
themself or riding with family or friends, about 8% were provided by 
other agencies, about 7% were on regular taxis and about 5% were on 
HSR buses. 


80% of the trips recorded are to or from the lower Hamilton area, half 


of which are completely in this area. 


13% of all DARTS trips recorded were by people who did not identify a 


mobility problem. 


54% of DARTS trips are for work, school and medical purposes. 


Respondents indicated a DARTS trip rate 3 times the average trip rate 
for DARTS users. 


Desired trips indicated by respondents would represent a 16% increase 
in demand over the actual DARTS trips recorded if all of the desired 
trips were accommodated on DARTS. This estimate may be subject to 


over reporting, however. 
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3. ASSESSMENT OF ADEQUACY 


The assessment of DARTS adequacy is directed towards an evaluation of 
DARTS capability to continue to respond effectively and efficiently to the 
current and future transportation needs of mobility handicapped residents of 
the Region. This assessment is based on the findings of various tasks 


conducted during Phase I of the investigation. 


S| Policy and Operating Guidelines 


The development of policy and operating guidelines for DARTS is an important 
Step in the Study as it will provide a basis for planning future changes to 
DARTS services. Also, it will provide a basis for the ongoing monitoring of 
the services. In Phasel of the study, the Working Committee discussed 
DARTS objectives and identified the range of policy and operating guidelines 


which should be developed in Phase II. These cover the following areas: 


Eligibility 

Level of Service 
Recovery of Costs 
Service Efficiency 
Marketing 
Community Support 


Administrative Reporting 


An important consideration will be whether or not the DARTS guidelines 
should be directly comparable to the HSR service guidelines in areas such as 
hours of service, areas served, reliability and so forth. The major difference 
between the two services is the door-to-door level of accessibility provided by 
DARTS. 
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3.2 Potential for Coordination with Other Agencies 


An extensive review of other agencies serving disabled people in the Region 
was carried out to assess the opportunities for combining the transportation 
services operated by these agencies with DARTS. Over 40 other agencies 
were contacted and at least 16 of these agencies provide some form of 
transportation service to their clients. The majority of the transportation 


services, however, are those provided by the School Boards in the Region. 


It was concluded that there is not a great potential for extensive coordination 
of transportation of services with DARTS which would result in significant 


costs savings or service improvements, for the following reasons: 


: In most cases, the persons served by these agencies do not fully meet 


the DARTS eligibility criteria. 


: These agencies receive funding from a variety of sources, including 
other government jurisdictions such as Ministry of Community and 


Social Services. 

: The main transportation services are provided by the School Boards 
with travel activity during peak periods when DARTS is already 
heavily utilized. 

It is recognized, however, that there may be specific instances where trips 

could be coordinated with DARTS and these would have to be considered on an 

individual basis. 


3.3 Comparison with Other Cities' Systems 


A review of four other transit systems for disabled persons in similar sized 


cities was conducted, as follows: 
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London (Paratransit) 
Peel Region (Transhelp) 
Winnipeg (Handi-Transit) 
Ottawa (Para Transpo) 


In comparing these systems with DARTS, several areas were noted where the 
DARTS operation differs from general trends within the industry, as outlined 


below: 


Only DARTS has created a waiting list of applicants (from time to 
time) who are eligible for service but are not allowed to use the 
system due to insufficient capacity. Peel and Winnipeg occasionally 
have a number of registrants waiting for specific subscription trip 


times. 


DARTS is the only system which handles trips to other agency 
programs at special fares paid by the agencies. About 20% of DARTS 
trips are agency-sponsored trips. Also, DARTS has a significantly 
higher revenue/cost ratio (0.22 compared to 0.04 to 0.13) than the 


other systems investigated. 


DARTS and the Ottawa systems carry two to three times as many 
daily passengers as the other three operations even though both Peel 


and Winnipeg have a larger service area population than DARTS. 


Only DARTS makes extensive use of taxis for trips. Peel makes some 
limited use of taxis while London and Ottawa operate some cars as 


part of their vehicle fleet. 


The overall system cost per capita (an indicator of the level of service 
provided) for DARTS ($4.07 in 1985) and Ottawa ($4.60 in 1985) is 
significantly greater than the other systems (between $1.53 and $2.87 
in 1985). This indicates that the services are more extensive in 


Hamilton-Wentworth and Ottawa-Carlton. 
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; The average cost per passenger trip on DARTS ($8.94) is significantly 
lower than the other systems (between $11.58 and $20.64) except 
London, which is $8.37 per trip. 


The average cost per passenger trip on DARTS vans only ($11.45) is 
higher than London ($8.37) while the productivity on DARTS vans (1.73 
passenger trips per hour) is lower than all the other systems (1.88 to 


2.12 passenger trips per hour). 


3.4 Future DARTS Travel Demands 


An analysis of the mobility disabled population in the Region and their 
potential travel demands was conducted and a forecast prepared to 1991. This 
analyses is based on data obtained through the DARTS Ridership Survey as 
well as Statistics Canada. In preparing the estimates of mobility disabled 
persons, four different categories of mobility disability were utilized, as 


follows: 


Persons relying on wheelchair or walker for mobility 
Persons with other specific disability conditions. 


Persons who are blind or mentally retarded with no other disability 


condition. 


Persons who are frail elderly with no other disability condition. 


Persons in the wheelchair/walker category would generally all be unable to use 
regular transit services while most of the persons in the frail elderly category 


are able to use regular transit. 


A forecast of the mobility disabled population in the Region to 1991 is 
provided in Table 3.1 for each of the different categories. The number of 
weekly trips which could occur on DARTS by 1991 is heavily dependant on the 
"market penetration" into each of these disability categories by DARTS. 
Market penetration is a direct reflection of the DARTS eligibility policy. The 
range of weekly trips which could result in 1991 with different eligibility 


policies is illustrated in Table 3.2 The major area of potential ridership 
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FORECAST OF MOBILITY DISABLED 


Table 3.1 


PERSONS IN HAMILTON-WENT WORTH REGION TO 1991 


Disability 
Category 


i) Persons relying on 
wheelchair or walker 


ii) Persons with other specific 
disability condition 


iii) Persons who are blind or 
retarded with no other 
disability condition 


iv) Persons who are frail 
elderly with no other 
disability condition 


% of Total Region 
Population by 
DisabilityCategory 


0.6% 


0.8% 


0.4% 


0.7% 


Table 3.2 


FORECASTS OF RIDERSHIP FOR 


GROUPS OF DISABILITY CATEGORIES 


Current 1986 DARTS 
Ridership 


Alternate Groupings 
of Disability 
Categories 


i) Wheelchair/Walker 
category only 


ii) Wheelchair/Walker 
plus Specific Disability 
Condition 


iii) Wheelchair/Walker plus 
Specific Disability 
Condition, and some 
Blind/Retarded 
and Frail/Elderly. 


Forecast of 
Disabled Persons 
by Disability 
Category to 1991 


2,670 


3550 


1,760 


3,200 


3800 Weekly Trips 
(One-way Trips) 


1991 Weekly Trip 
Forecasts (One-way trips) 


1750 to 
3200 to 
3600 to 


2400 


4500 


5100 
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growth in the future would be in the blind/retarded and frail elderly categories 
as the wheelchair/walker and other specific disability categories are currently 
well served by DARTS. 


3.0 Assessment of DARTS Services 


The assessment of DARTS services focussed on DARTS service policies and 


the level of service provided. 


Several concerns related to DARTS service policies have been identified, as 


summarized below: 


The DARTS eligibility guideline (i.e. disabled persons who are unable 
to use regular public transit) is somewhat broader than the MTC 
eligibility guideline (i.e. disabled persons unable to board a regular 
transit vehicle). The implication of this difference is that some 
DARTS trips may not qualify for the MTC per passenger trip subsidy 
($2.70 per trip) in the future, resulting in an increase in the Regional 


subsidy requirement for DARTS. 


The policy of maintaining eligible applicants for service on a waiting 
list until major service expansions are implemented appears to 
unnecessarily restrict access to the service. The approach in most 
other systems is to register eligible applicants and to make the system 
capacity available on a first come, first served basis. Even if the 
system is fully utilized during peak periods, there are still 
Opportunities for new registrants to obtain some service during off- 


peak periods when the system may not be fully booked. 


: The results of the travel survey indicated that a significant percentage 
(e.g., about 10%) of the persons currently registered to use DARTS 
may not be eligible under the current guidelines. This would indicate 
that some existing system capacity is being used by persons who may 


be able to use regular public transit. 
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Provision of services for trips to other agency programs, albeit at a 
higher fare level, utilizes a significant portion of the DARTS service 
Capacity. This arrangement provides increased revenues to DARTS but 
it also implies DARTS accepts responsibility for providing these trips. 
If other medical and social agencies increase the number of day 
programs for persons living at home, increased travel demands will 
occur. At the same time, the agencies may resist payment of higher 
fares for trips to their programs. This situation requires a policy 
regarding DARTS responsibility for providing trips to agency programs 


and a basis for establishing fare levels. 


The overall level of service provided by DARTS is comparable to that in the 
other cities investigated. In terms of the level of expenditure, on a per capita 
basis, DARTS is only exceeded by the Ottawa-Carleton system. Service is 
available 7 days a week with slightly different hours of service than the H.S.R. 


The regular DARTS fare is equivalent to the regular adult cash fare on the 
H.S.R. services. The area served by DARTS is the full area of the Region 


while the H.S.R. serves a smaller area defined as the Urban Transit Area. The 
current level of service refusals is about 1% which is equal or better than 
other similar sized systems. Over the last 5 years the service has expanded 
considerably and would appear to be reaching maturity for those persons in 


wheelchairs or walking aids and those with specific physical disabilities. 


In 1982 and again in 1985 DARTS conducted consumer surveys of agencies 
whose clients used DARTS and of users of DARTS services. The results of 
these consumer surveys are summarized in Appendix A. Fifteen (15) agencies 
participated in the 1985 survey and 356 users responded to the survey. 
Generally, the agencies and users participating rated the different aspects of 
DARTS services favourably in both 1982 and 1985. 
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3.6 Operational Efficiency 


In most respects, the operational efficiency of DARTS compares favourably 
with other similar sized systems. The main areas noted are as follows: 


DARTS has maintained a relatively low cost of service delivery 
through extensive use of taxis under contract. The overall operating 
cost per passenger trip on DARTS is lower than all the other 
comparison systems except London. The lower cost per passenger in 
London can be largely attributed to the significantly lower wage rates 


of the drivers there. 


DARTS has developed and uses a microcomputer - based system for 
handling user registration files, trip reservations, daily trip schedules 
and generating operational reports. This system provided efficiencies 
in the current operation and also provides flexibility to accommodate 


increased demands in future. 


Maintenance and servicing of DARTS vehicles is performed through a 
maintenance contract arrangement. This arrangement provides 
DARTS with the opportunity to obtain these services at competitive 


prices. 


In reviewing that segment of the DARTS operation provided by the DARTS 
vehicles only (i.e. non-taxi services) it would appear that there may be some 
scope for improvements in productivity. In 1985, the number of passenger 
trips provided per vehicle hour (including charter services) was 1.73 which was 
a significant decrease from previous years (2.1 in 1984 and 2.3 in 1983). This 
is lower than the other comparison systems which range from 1.88 passenger 
trips per vehicle hour in London to 2.12 passenger trips per vehicle hour in 
Ottawa and Winnipeg. This lower productivity for the DARTS vehicle 
Operations is related to the specific scheduling of trips and may be the result 
of shorter trips being scheduled on the taxi services and longer trips being 
scheduled on the DARTS vehicles. This aspect of the DARTS operations 
should be discussed further with DARTS staff. 
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3./ DARTS Relationship to the Region 


In comparing DARTS to other similar operations, it was noted that each 
system was organized differently. However, in each of the other systems, the 


municipality played a role in management of the system through a municipal 
department or transit commission. At the same time, in 2 of the 4 systems 
(London and Ottawa) the on-street operation is the responsibility of a private 
contractor. DARTS is unique in that it is the only system which is both 
managed and operated at "arms length" from the municipality. An advantage 
of a private agency or contractor operating the service is that various 
efficiencies may be achieved which are more difficult for a municipal 
government department to achieve. Also, with an agency such as DARTS, 
considerable volunteer time is received by persons on the Board of Directors 
and others which greatly assist the system. There is also greater potential for 
charitable donations. A disadvantage in the system being at "arm's length" 
from the municipality is that the basis for setting and administering policies is 
not clear and the accountability for public funds spent on the service is less 


direct. 


In the current relationship between DARTS and the Region, the process for 


establishing major policies is not clear. This relates to such areas as: 


: Determining guidelines for eligibility for DARTS services and 


administering these guidelines. 


: Holding eligible applicants for DARTS services on a waiting list until 
sufficient capacity is deemed to be available to accommodate these 


persons. 


: Provision of services for trips to programs provided by other agencies 


and the fare levels for these services. 


The present organizational structure has enabled DARTS to operate an 
efficient and effective service. If the Region chose to take a more active role 
in formulation of service policies it would require a change in the 


organizational structure and current agreement. 
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4, AREAS SUGGESTED FOR FURTHER ANALYSES 


Through the investigations to date, a number of issues have been identified for 
further study in Phase II. These are summarized in the following sections. 


4.1 Service Policies 


DARTS Eligibility Policy 


The current DARTS eligibility criteria is broader than the MTC funding policy 
criteria. Also, there are indications that some existing DARTS users are able 
to use regular public transit. Finally, it has been determined that future 
DARTS ridership growth is directly dependant on eligibility policy. The range 


of alternative eligibility polices to be considered would include: 


Strictly limiting service to persons who can not board a regular transit 


bus. 


Making service available to all persons who can not use regular transit 


services (i.e., existing DARTS criteria). 


Making service available to persons who have difficulty using regular 
transit services, including some frail elderly persons, blind persons and 


other mobility disabled. 


DARTS Waiting List 


The practice of holding eligible applicants on a waiting list restricts the 
availability of the service and is not a practice followed in other systems. The 
alternative to this practice is to register all eligible applicants and to make 
the service available on an equitable basis to all users until the available 
Capacity is used up- The DARTS Board of Directors supports the continuation 


of the waiting list. 
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Services to Other Agency Programs 


Provision of DARTS services for trips to other agency programs at higher 
fares has generated increased revenues for the system. It has also involved 
DARTS in a situation without clear "ground rules" regarding how the price is 
fixed or DARTS responsibility to provide these trips in future. Policy options 


to consider include: 


Continuing status quo practice (e.g., negotiated prices) on a year-to- 


year basis. 
Provide services conditional on full cost recovery. 


Phase out services for trips to other agency programs. 


Cost Recovery Policy 


DARTS passenger revenues in 1985 covered 22% of operating expenditures 
which was higher than all the comparison systems. At present, DARTS regular 
passenger fares are set at the same level as regular adult HSR fares. An 
alternative policy could be having fare levels set to recover a predetermined 
percentage of operating costs as is commonly done on regular transit systems. 


This is currently the basis for setting the prices for DARTS charter services. 


4.2 Level of Service 


Area Served 


DARTS currently provides services throughout the Region. The HSR, however, 
only provides services within a defined Urban Transit Area. A reduction of the 
area served by DARTS would reduce operating costs but would also reduce the 
number of people served. These implications of this reduced service area 


option should be assessed in Phase II. 
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Hours of Service 


The hours of service provided by DARTS differ somewhat from those provided 
by HSR. A more detailed investigation of DARTS ridership and operating 


costs is required to compare the current hours of service with the alternative 


of providing the same hours of service as HSR. 


Amount of Service 


The overall amount of service provided by DARTS has expanded significantly 
over the past few years and would appear to be reaching a mature state. As 
noted earlier the amount of service to be provided in the future is strongly 
related to the future DARTS eligibility policy and travel activity of DARTS 
users. Different levels of service should be assessed in terms of the operating 
cost implications and the extent to which the travel needs of the mobility 


disabled would be accommodated. 


4.3 Operational Performance 


DARTS Vehicle Operations 


In most areas, DARTS operational performance exceeds that of the 
comparison systems. However, one area of potential improvement which 
should be further investigated, is the productivity of the DARTS vehicle 
Operations. Scheduling, routing and assignment of trips to vehicles should be 


reviewed with DARTS to determine if further efficiencies might be achieved. 


Operational Performance Targets 


For the planning of future DARTS operations and the ongoing monitoring of 
the sytem, operational performance targets or guidelines are required. These 


would cover areas such as: 
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Level of trip refusals 
Operating cost per passenger trip 
Operating cost per vehicle hour 


Passenger trips per vehicle hour 


Organizational Structure of DARTS 


At present DARTS is operated at "arms-length" from the Region which has 


certain advantages but it also restricts the Region's Opportunity to provide 


policy input and the ongoing reporting or feed-back to the Region is limited. 


In other similar sized systems investigated, the municipal governments are all 


involved in system management while the on-street operations tended to be 


carried out by private contractor. Alternative organizational relationships 


between DARTS and the Region could include the following: 


Modifications to the existing arrangement, such as_ greater 
representation on DARTS Board of Directors, to strengthen Regional 


policy input and system monitoring. 
Having certain system management functions, such as _ user 


registration and service monitoring, handled directly by the Region 


with DARTS continuing current operational functions. 
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Appendix A 


RESULTS OF DARTS 
CONSUMER SURVEY 


EVALUATION BY AGENCIES 


TABLE A.1 


Raw Numbers and Percentage of Sample: - (1982 in parenthesis) 


Service 
Punctuality 


Client time in vehicle 
Vehicle appearance 
Loading/Unloading 
Ramp/lift safety 
Safety equipment 


Doak Too. Drivers 


Attitude 

Helpfulness 

Knowledge of city 
Operation of vehicles 


Loading/unloading procedures 


Taxi /Livery Drivers 
Attitude 


Helpfulness 
Knowledge of city 
Safety 


Office Staff 
Attitude 


Helpfulness 


Knowledge of agency requirements 5 
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(23.0) 


The evaluations overall tend to range from good to satisfactory, 


With Only @ Category 
than 20% of the agencies. 


(punctuality) 


* Indicates 1] out of 14 categories have Shown 


receiving a poor rating by more 


improvement since 1982. 
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THE REGIONAL MUNICIPALITY OF HAMILTON-WENT WORTH 
REVIEW OF DARTS OPERATION 


TECHNICAL MEMORANDUM 
TASK 11: DEVELOP GENERAL SERVICE POLICES 
AND 
TASK 13: DETERMINE DARTS OPERATIONAL GUIDELINES 


Prepared By: DeLCan (DeLeuw Cather, Canada Ltd.) 
October, 1936 
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1.0 INTRODUCTION 


Task 11 (Develop General Service Policies) identifies the major DART service 
policy issues which need to be resolved in order to proceed with the 
development of a plan for future DARTS services. Task 13 (Determine DARTS 
Operational Guidelines) deals with proposed operating performance guidelines 
for DARTS which will provide input to the planning of future services and 


which will provide a basis for ongoing monitoring of services. 


At the completion of Phase I of the Study, the assessment of the existing 
DARTS operation was reviewed with the Study Steering Committee. At that 
time, the Steering Committee directed that Phase II of the Study should 
include a DARTS service strategy based on a 3%% annual budget increase 
restriction. Also, the Steering Committee indicated that the hours and areas 


of service were not a major area of concern. 


This Technical Memorandum discusses current and proposed service policies 
for DARTS as well as identifying some performance criteria and targets for 
on-going monitoring of DARTS services. These service policies and 
performance guidelines will provide input to the identification and analysis of 


1991 DARTS service strategies. 


2.0 


i1) 


iii) 


GENERAL SERVICE POLICIES 


Eligibility 


Proposed Policy 


DARTS services shall be limited to persons unable to use regular 
public transit with dignity due to a disability. In implementing 
this policy, existing users shall be considered eligible (i.e., 
"Grandfather" existing users) but ongoing monitoring of user 


eligiblity would continue. 


Present Policy 


The present policy is to provide service for disabled persons, 
including any individual whose mobility caused by disability, 
severely inhibits or prevents the use of regular transit. (As 


stated in the current operating agreement), 


Other Policy Options 


Limit DARTS services to persons in wheelchairs or dependant on 
walking aids to the extent that they are unable to board a 


regular transit bus, 


Limit DARTS service to persons unable to use regular transit due 
to a specific physical disability with a full re-assessment of all 


current users and removal of persons not meeting the guideline. 


Provide DARTS service to persons unable to use public transit 
with future increased market penetration (from 5% to 10%) of 
blind-retarded and frail elderly persons (i.e., a further relaxation 


of eligibility guidelines), 
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iv) 


Discussion 


The proposed policy is intended to specifically limit DARTS 
service to persons unable to use regular transit. This is intended 
to be more specific than the current policy. The survey of 
DARTS ridership indicated that some registrants are able to use 
regular transit. Therefore, the proposed policy is soinewhat 
more restrictive. However, to avoid hardship to the individuals 
involved it is proposed that all existing registrants be permitted 


to continue to use DARTS service, 


Previous analyses has indicated that future DARTS ridership 
levels are directly related to the DARTS eligiblity policy. Table 
| provides estimates of the number of active registrants and the 
number of trips estimated for the proposed eligibility policy and 
the other policy options by 1991. These estimates are based on 


the findings of Task 8. 


ee 


‘ iene re a Ve i hanmep WY ryan 
‘iene O00 siaatl SO Giana 


ipn_eel eau) rae ib GinPiy *) mOAD 


Lode 2 Gl sion ow FS eg ange 


itmey® ui geulaa canitiinngps GOS) 
weet | bd Coll) Comyn Snes PAV 
gan O° Pa Le (0 ar 


iit Nia my \iom eaamvett 7 
iy is TINA ot = emia gene mega: aa 
a0l/55)96 apijum 2 ih tall (V0 GOs (ay! - 
i oy OO! Gratin GY mers - : 


Fe 9G Bel - tag EGE 


ae sg 6 r- 7 


Table | 
| RIDERSHIP IMPLICATIONS OF 
| ELIGIBILITY POLIC Y OPTIONS 
Estimated Estimated 
| Estimated Weekly Trips Annual Trips 
Number of ie de 1991 
Active Users Current High Current High 
in 1991 (1985) Estimate (1985) Estimate 
Policy Options: 
| * Persons in wheel- 
chairs or walking 
aids 1,400 1,600 2,400 81,000 120,000 
| - Persons unable to 
use regular transit 
due to disability, 
| with removal of all 
Current users not 
meeting guideline 3,020 3,000 4,500 152,000 229 9000 
| = Proposed Policy: 
Persons unable to 
|} use regular transit 
| with "Grandfather" 
provision 3,560 3,800 5,100 193,000 255,000 
| 
* Persons unable to 
use regular transit 
with increased 
market penetration 
of blind-retarded 
and frail elderly 3,000 D0 - 275,000 
Notes: i) 1985 number of active users estimated to be 2,700. 


ii) Weekly trips in March 1986 was 3,800. 
iii) 1985 annual ridership is about 193,000. 
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ii) 


iii) 


: An analyses of the impact of the proposed policy on DARTS 
Operating costs and subsidy requirements should be included in 
Task 12. 


: The MTC funding policy provides for a base level of funding (25% 
or 30% of operating costs) and a per trip subsidy ($2.60 per trip) 
for those persons meeting the MTC eligibility criteria. 
Therefore, with eligibility policy options which accommodated 
trips by persons not meeting the MTC eligibility criteria, there is 
a risk that a portion of the overall DARTS deficit could shift 
from MTC to thé Region. The proposed policy would 
"grandfather" a number of existing users not strictly meeting the 
MTC criteria and could result in approximately 7% of the 
DARTS deficit shifting from MTC to the Region. 


Registration Waiting List 


Proposed Policy 


: All applicants meeting the DARTS eligibility criteria and other 
requirements of the application process shall be immediately 


registered to use DARTS services. 


Present Policy 


: The current DARTS policy is to hold eligible applicants on a 
waiting list until it is felt that sufficient capacity is available to 


accommodate their travel needs. 
Discussion 
: The current policy has generated concerns and complaints in the 


past by people who were eligible for and needed DARTS service. 


It involves a relatively subjective decision regarding whether or 
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i) 


ii) 


iii) 


not sufficient Capacity is available. Finally, it does not provide 
the applicants on the waiting list with opportunities to use 


DARTS in off-peak periods. 


e The proposed policy would overcome these deficiencies and is 
the approach utilized in most other systems. It may, however, 
lead to increased trip refusals at times when travel demands 
exceed available capacity. In this situation, trip refusals become 


a more reliable indicator of the service adequacy. 


Provision of Service for Trips to Other Agency Programs 


Proposed Policy 


. DARTS service for trips to other agency programs shall only be 
provided if DARTS is reimbursed for 100% of the net operating 
costs associated with these trips (i.e., the marginal operating 


costs of the trip less the MTC per trip subsidy). 


Present Policy 


‘ At present, DARTS provides services to specific agencies at 
rates which are established through negotiation with each 


agency. The basis for the rates is largely historical. 


Discussion 


: Continuing to provide services to other agency programs at 
current negotiated rates does not provide a clear policy for 
DARTS management to negotiate with these agencies on a year- 
to-year basis to ensure that the charges to each agency are 


equitable. 


eg May yr oO 


Net operating costs should be based on the actual operating costs 
of vehicles and taxis, not incJuding overhead costs, as required 
to accommodate the trips less the MTC per trip subsidy. Vehicle 
costs would be the average hourly operating cost (i.e., $17.79 in 
1985) while taxi costs would be the per trip cost paid to the taxi 
company (i.e., $4.25 in 1985). 


Table 2 (attached) shows the service charges for these other 
agency trips in 1985. Charges ranged from $2.76 to $17.50 with 


an overall average charge of $5.49. 


The actual service charges for each agency under the proposed 
policy would have to be determined based on vehicle hours 
required and taxi usage for each agency's trips. In 1985 the 
overall system average operating cost for each vehicle trip was 
$10.26 and for taxis was $4.25. Taking into account the 
reduction of $2.60 per trip (the MTC per trip subsidy) the net 


Operating cost is roughly equivalent to the current charges. 


It should be noted that the current MTC funding policy would 
provide the per trip subsidy to DARTS, provided that the charges 
do not exceed operating costs less the subsidy and that DARTS 
submits the necessary subsidy application forms. If this policy 
were modified in future such that the per trip subsidy was no 
longer provided, the extra costs would have to be recovered from 


the Agencies or would be borne by the Region. 


Providing the service to other agency trips at the regular DARTS 
fare (i.e., $0.90 in 1985) would have resulted in a loss of revenue 
of about $192,800. in 1985. This would have required the 


Regional grant to be increased by that amount. 
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Table 2 


SUMMARY OF SERVICE CHARGES 
FOR TRIPS TO OTHER AGENCY PROGRAMS 
(ESTIMATED FOR 1985) 


Estimated Estimated 
Charge 1985 1985 

Agency Per Trip Trips Revenue 
Chedoke Hospital S 2.76 97-20 S 26,820. 
Dept. of Veterans Affairs S$) 6,07 300 See chs 
Hamilton Board of Education 5 6.07 15200 Su) reu. 
Home for Special Care Sipe: 1,200 S ~4,236. 
Hamilton Psych. Hospital Se 7s 300 Slag oe. 
Rygiel Home 
- Under 18 SmivseG 480 Ss O78 
- Over 18 e381 7,440 S 235386, 
Regional Social Services Sy 7 alt 20,820 S 1985655. 
Vocational Rehab. S17 250 180 SP olD0. 
Workmen's Compensation S$ 13.86 360 S 4,990: 

Estimated Total Trips: 42,000 

Estimated Total Charges: 5 2305607. 

Estimated Average Charge per Trip: $ 5.49 


2.4 


ii) 


iii) 


3 Discontinuing service completely to other agencies would be a 
Significant departure from a long established operation and 
would likely create problems for the agencies involved. This 
should only be considered in cases where agencies refused to pay 


the 100% marginal costs of service. 


: To reduce the financial impact on the agencies concerned it is 
likely that this policy could not be implemented immediately. 


Rather, it should be phased in over a 2-3 year period. 


Basis for Regular Fares 


Proposed Policy 


: Regular DARTS fares should continue to be equivalent to the 


non-discounted single adult fare on H.S.R. services. 


Present Policy 


: DARTS fares are equivalent to the non-discounted single adult 


fare on H.S.R. services. 
Discussion 


The current policy at DARTS and in most other systems in 
Canada is to set fares at the same level as regular adult bus 
fares. The underlying objective is to provide disabled persons 
with a service which is equivalent to regular bus service. The 
drawback of this approach is that specialized transit services are 
much more costly than regular bus services, on a per trip basis, 


and there is a need for much higher subsidization. 


, The overall average service cost (operating plus overhead) per 
trip in 1985 was $8.47. The 1985 fare level of $0.90 resulted in 
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ii) 


fares recovering about 10.9% of costs. Overall system 
revenue/cost performance was Z2% due to the increased revenue 


obtained from other agency trips. 


In considering fare policy, it should be recognized that DARTS 
provide a premium quality service, compared to regular transit 
service, in that service is provided on a door-to-door basis. Also, 
DARTS provide services by both taxis and vans with somewhat 
different service characteristics in each case. The cost of 
providing service by taxis is lower than with vans and, as a 
result, the use of taxis is encouraged for overall system 
efficiency. Therefore, there would not seem to be a strong 


rationale to have different fares for taxi and van trips. 


DARTS has a different operating environment than the H.S.R. in 
terms of the size of operation, not being part of the Regional 
organization and having a different collective agreement for its 
drivers. As a result, it is possible that DARTS costs will 
increase more rapidly in future than H.S.R. costs. If this occurs, 
it may be necessary to review the DARTS fare policy and to set 
a minimum cost-recovery target (e.g., 10%) as the basis for 
regular DARTS fares. 


Trip Refusal Rates 


Proposed Policy 


DARTS should accommodate 95% of all trip requests by 


registered users. 


Existing Policy 


DARTS does not have a specific policy or target for niaximum 
trip refusals. Instead, when services are felt to be at capacity, 


new registrants are held on a waiting list. 


aire 


iii) Discussion 

: During 1985, DARTS accommodated about 99% of all trip 
requests by registered users and, by year-end, had about 300 
persons on a waiting list. 

. Other systems compared to DARTS in PhaselI of the study 
accommodated between 97% and 99% of trips requested and did 
not have waiting lists. 

The current HSR service objective is to provide coverage to 95% 
of all residents in the area served and to provide service on 


schedule 95% of the time. 


: Trip refusal rates are an indicator of the adequacy of the service 


and should be monitored continuously. 


2.6 Schedule Adherance 


i) Proposed Policy 


: DARTS should operate services to arrive within 15 minutes of 


scheduled drop-off and pick-up times at least 95% of the time. 


° DARTS scheduled in vehicle travel times should be less than 75 


minutes 95% of the time. 


ii) Present Policy 


. Similar to proposed policy. 


iii) Discussion 


: The proposed policy reflects current practice which appears to 


meet the needs of DARTS users. 


= Hie 


3.0 PROPOSED OPERATIONAL PERFORMANCE GUIDELINES 


The proposed operational performance guidelines for DARTS are summarized 


below, 


Sek DARTS Vehicle Productivity 


DARTS vehicle productivity targets are as follows: 


Current Proposed Proposed 
(1985) 1987 1991 
Vehicle Passenger 
Trips per Vehicle 
Hour Wes 3 ee) 2.0 
DARTS Vehicle Km 
per Passenger Trip oo 7.8 8.0 


Comments and Notes 


Preliminary performance targets suggested by B, Pinto are provided as 


Attachment I, 


Passenger trips per hour for other cornparison systems are 1.88 to 
Zaz, 


Vehicle Km per passenger trip for other comparison systems are 7.0 to 
10.2. DARTS vehicle Km per passenger trip for 1980 to 1985 period 
ranged from 5.65 to 7.85. 


Productivity target figures proposed are based on improvements of 


about 10% between 1985 and 1987 and about 5% between 1987 and 
PO 
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3.2 DARTS Operating Efficiency 


DARTS operations efficiency targets are as follows: 


Current Proposed Proposed 
(1985) 1987 1991 
Operating Cost per 
passenger trip 
(current $) 
- DARTS vehicles $10.26 $10.00 Sapo! 
~ Laxis See Spee S 4.25 
Overhead Cost per 
trip (current $) Slack S20 So 
Total Cost per 
trip (current S$) Spend Seo S$ 8.00 


Comments and Notes 


Suggested operations efficiency targets are in current (i.e., 1985) 


dollars. 


Preliminary performance targets suggested by B. Pinto are provided as 


Attachment I. 
, Total costs per trip on comparison systems range from $8.37 to $20.64. 
Suggested performance improvements are based on _ future 


improvements in vehicle productivity and increased use of taxi 


services. 
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ATTACHMENT I 


Page 6 Service Efficiencies 
Objective To operate D.A.R.T.S. in an efficient manner which meets or 


exceeds the performance of similar systems. 


Guidelines = The following are suggested performance targets: 


Assumptions 


Ve Rate of inflation will be approximately 4% each year over 


the next five years. 


2. Union settlements will range between 4% and 6% each 
year. 
3. Growth rates will continue at least at 10% per year. 
4, Expenses will continue to rise at least 8% per year. 
1985 1986 1987 1988 1989 1 
Operating cost/trip 
- DARTS See SN tel i 07 S16 9 © ost 
Operating cost/trip 
- Taxi 4.25 4,25 25 4.75 4.75 
Vehicle operating cost/hour 
- DARTS I7 3/2 Zand 2 24.98 26.98 28.37 3 
Vehicle trips/hour 
- DARTS 1.73 1.90 Yar | Zu29 2239 
Revenue to cost (total) 22 20 .18 LG w15 


Provided by B. Pinto in June, 1986. 
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THE REGIONAL MUNICIPALITY OF HAMILTON-WENTWORTH 
REVIEW OF DARTS OPERATION 


TECHNICAL MEMORANDUM 
TASK 12 
DEVELOP GENERAL SERVICE STRATEGY 


Prepared by: DeLCan (DeLeuw Cather, Canada Ltd.) October 1986 
01-2171-A42 
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TABLE OF CONTENTS 


INTRODUCTION 


ALTERNATIVE DARTS SERVICE STRATEGIES 


ANALYSES OF ALTERNATIVE STRATEGIES 


EVALUATION OF ALTERNATIVES 


SUMMARY OF SELECTED STRATEGIES 


1.0 INTRODUCTION 


Task 12 (Develop General Service Strategies) deals with the identification and 
analyses of a range of potential service strategies for 1991. This task has been 
conducted in parallel with Task 11 (Develop General Service Policies) as the 
major service policy issues, such as eligibility, have a significant impact on the 


service strategies. 


This task reflects the direction provided by the Steering Committee at the 


conclusion of Phase I, namely: 


DARTS service options should include an option that reflects a 32% 


maximum increase in annual budgets. 


The main concern with provision of services to outlying areas of the 
Region is to ensure that services and operating costs are consistent 


with the contribution of these areas to DARTS costs. 


There may need to be more emphasis on a user-pay approach to keep 


DARTS cost increases down. 


The range of general service strategies investigated in this task incorporate 


the following: 


Different levels of DARTS ridership accommodated, as related to 


eligibility policy. 
Different DARTS fare strategies. 


Different areas and hours of service strategies for DARTS. 


The strategies are analyzed briefly in terms of ridership, costs and subsidy 
requirements and two candidate strategies have been identified for more 


detailed analyses. 
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2.0 ALTERNATIVE DARTS SERVICE STRATEGIES 


The alternative DARTS service strategies are outlined in Table l. 
Strategies l(a), l(b) and l(c) accommodate different levels of demand as 
reflected by different eligibility policies. Strategy 1(a) would accommodate 
persons unable to use regular public transit (i.e., persons in wheelchair, 
walkers or with a specific condition) plus other existing registrants would be 
"grandfathered" (i.e., persons who are blind, retarded or frail elderly only and 


persons with no specific condition would be allowed to continue using DARTS). 


Strategy l(b) is a more restricted eligibility scenario which would only allow 
people in wheelchairs, walkers or with a specific condition preventing their use 
of regular transit to use DARTS. Current ineligible users would have to be 
removed from the registration list. Strategy l(c) is an expanded user market 
scenario where all people unable to use public transit plus all current ineligible 
users and an increased portion of the blind, retarded and frail elderly 


population would be eligible to use DARTS. 


Strategies 2(a), 2(b) and 2(c) reflect different DARTS fare scenarios. In 
Strategy 2(a), the fares for agency trips are increased to 100% of DARTS 
operating costs (approximately $7.25 per trip) from the 1985 average agency 
fare of $5.50 per trip. With this strategy it is assumed that the MTC per trip 
subsidy would be maintained for agency trips. This is further discussed in 
Sections 2.0 and 3.0. Strategy 2(b) reflects an increase in unsponsered trip 
fares to recover 20% of the overall cost per trip or an average fare of 
approximately $1.60. Strategy 2(c) reflects an introduction of zone fares to 
recover the 20% cost recovery target. In this case approximate fares would be 
$1.15 per trip within lower Hamilton or other areas and $2.30 per trip between 


these zones. 


Strategies 3(a), 3(b) and 3(c) reflect different DARTS service characteristics. 
Strategy 3(a) is based on the DARTS service area being reduced to the Urban 
Transit Area while current hours of service are maintained throughout this 
area. In Strategy 3(b) service is maintained to all areas of the Region and the 
hours of service are expanded to correspond to HSR service hours. In 
Strategy 3(c) the evening and Sunday DARTS services are reduced to only 


those areas served by HSR (i.e., Hamilton and Stoney Creek). 
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Table | 


OVERVIEW OF 


1991 DARTS SERVICE STRATEGY SCENARIOS 


Scenario 
l(a) Modified Trend 
Scenario 


l(b) Restricted 
Eligibility 
Scenario 


l(c) Expanded Market 


Scenario 


2(a) Increase Agency 
Rates to 100% 


Operating Costs 


20% Cost 
Recovery for 
Regular Fares 


2(b) 


2(c) Increased Fares 


Based on Distance 


Eligibility 


Persons in wheelchairs, 
walkers and specific 
disabilities plus 
"Grandfather" current 
ineligible persons. 
Tighter screening in 
future 


Persons in wheelchairs, 
walkers and specific 
disabilities. Drop 


current ineligible users. 


Persons in wheelchairs, 
walkers and specific 
disabilities. 


"Grandfather" all current 


users. 


Service 


Characteristics 


- Service to full area of 
Region. 

- Continue current 
hours of service. 

- Regular adult transit 
fare, Current agency 
fares. 


- Same as I(a) 


- Same as |(a) 


Increase market penetration 


to 10% for blind, retarded 


and frail/elderly. 


Same as l(a) 


Same as I(a) 


Sames as l(a) 


- Same as !(a) but 
increase agency fares 
to 100% of operating 
costs (about 30% 
increase). 


- Same as 2(a) but 
increase regular fares 
to recover 20% of 
costs (i.e., about $1.60 
regular fare). 


- Same as 2(b) but 20% 
cost recovery based on 
zone fares (i.e., about 
$1.15 for local trip 
and $2.30 for inter- 
zone trip). 


Table | (continued) 


OVERVIEW OF 


1991 DARTS SERVICE STRATEGY SCENARIOS 


Scenario Eligibility 

3(a) Parallel Service = Same as |(a) 
to HSR 
(Reduced Area 
Only) 

3(b) Parallel Service = Same as i(a) 


3(c) 


Hours to HSR 
(Expanded Hours 
Only) 


Reduce Evening - Same as l(a) 
and Sunday 

Services (in 

fringe areas) 


Service 


Characteristics 


- Service to Urban 
Transit area only. 

- Continue current 
hours of service. 

- Regular HSR adult 
fare ($0.90). 


- Service to full area 
of Region. 

- Hours of service 
expanded to HSR 
(0600 to 2400 Mon- 
Sat., 0700 to 1900 
Sun. & Holiday). 

- Regular HSR adult 
fare. 


- Weekday and Saturday 
service to full Region. 
Evening and Sunday 
service in Hamilton 
and Dundas only. 


3.0 ANALYSES OF ALTERNATIVE STRATEGIES 


The overall comparison of the alternative service strategies is outlined in 
Table 2. In carrying out this analyses several assumptions are made which 


should be noted, as follows: 


The 1991 weekly trip estimates are mid-way between the "status quo" 
and "high" estimates prepared during Task 8. A single "mid-level" 


estimate is used to facilitate comparisons. 


The number of DARTS users "grandfathered" is 540 persons and this 
number is assumed to decrease by 1/3 every 5 years (moving away, 


becoming inactive, etc.). 


The current split between DARTS vans and taxis is assumed for 
existing users while future users in wheelchairs and walkers would all 
require vans and other users would be primarily accommodated on 


taxis. 


The average operating cost (not including overhead costs) for agency 
trips is $7.95 (average 1986 costs). The number of agency trips is 
assumed to increase in direct proportion to overall DARTS ridership 
except where 100% of costs are charged. In this case a 10% reduction 


in agency trips is assumed. 


The MTC subsidy estimate assumes that all passenger trips, including 
agency sponsored trips, receive the "per trip" subsidy. As noted in 
Task 11, under the modified trend and expanded market eligibility 
scenarios, a portion of the MTC subsidy could potentially be shifted to 
the Region. 


MTC subsidy estimate is based on 25% of costs (excluding 
depreciation) for van seryices and 30% of taxi costs plus $2.70 per 
trip. 

Cost estimates do not reflect potential increased productivity of 


DARTS operations. This would be incorporated in five year program. 


DARTS overhead and administrative costs and capital depreciation 


costs are assumed to be constant in 1986 dollars for all scenarios. 


All cost and revenue estimates are based on 1986 estimated actual 


costs for DARTS. 
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Scenario 


Zc) 


3(a) 


Modified Trend 
Restricted 
Eligibility 
Expanded Market 


Increase Agency 
Fares to 100% 


20% Fare Cost 
Recovery for Regular 
Trips plus 2(a) 


Fares based on 
Distance for 2(b) 


Reduced Service 
Area to U.T.A, 


Expand Service 
Hours to HSR 


Reduced Service 
Hours in Fringe 
Areas 


Table 2 


COMPARISON OF 1991 DARTS 
SERVICE STRATEGY SCENARIOS 


|i b> | Annual Annual 
Weekly Trips Expenditures Revenue 
(Mid-Level (Thousands of (Thousands of 
Estimate) 1986 $) 1986 $) 
4400 52,244 S 448 
3800 S221 3 389 
4700 Senos $482 
4300 Suz, 196 5 555 
4300 5. -2196 $ 693 
4300 Siz, 196 S$ 693 
4200 S27, 103 $ 426 
4450 5: 2,284 S451 
(+1%) (+2%) 
4350 Si el S 444 
(-1%) (-1.5%) 


Annual 

Subsidy 
(Thousands of 

1986 $) 
MTC Region 
SiS. Ss 62t 
SOs —Siocd 
Si276r oor 700 
Sin lage 2S 98 
$1,147 S 356 
SIy1&Z. “SS 35¢ 
Siyto7~ S*569 
S111: eS 56k2 
SE ieim. ao Glo 
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4.0 EVALUATION OF ALTERNATIVES 


In evaluating the alternatives outlined in Section 3.0, the following main points 


should be noted: 


The annual costs of DARTS services are most sensitive to different 
eligibility policies. 

The changes to the DARTS service area (scenario 3(a)) reduce 
ridership by approximately 5% and reduce DARTS costs and Region 
subsidy by about 6% to 8%. However, the area impacted has about 
10% of the Region population. Therefore, the costs of services to 


these outlying areas does not greatly exceed the population served. 


Minor changes to DARTS service hours or to evening and Sunday 
service do not greatly impact costs or subsidies. There does not 


appear to be merit in further consideration of these options. 


The Regional share of the DARTS deficit is strongly impacted by the 
strategies introducing different revenue policies (Strategies 2(a), 2(b), 
and 2(c)). Increased user charges to agencies and regular users are the 
most effective strategies for reducing the Regional subsidy to DARTS. 
It should be noted, however, that in discussions with MTC it has been 
determined that the per trip subsidy may not be available for agency 
trips if these trips pay 100% of the operating costs. At this time, the 
most acceptable approach in order to maintain the MTC per trip 
subsidy would be to charge the agencies no more than the net 
operating costs (operating costs less the per trip subsidy). Net 
operating costs are only slightly higher than the current average rates 


charged to the agencies. 


The strategy selected for further consideration is the Modified Trend Strategy 
which would accommodate anticipated ridership for the eligible user group to 


the year 1991 while maintaining current service hours and areas. 


An additional restraint strategy will need to be developed to meet the 


requirement of having a maximum annual increase of 3%% in Regional costs. 
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As noted, the most direct way to reduce Regional costs is to introduce 
different revenue policies. Under current MTC policy it does not appear 
feasible to recover the full 100% operating costs of Regional trips. Therefore, 
the additional strategy, to conform to the 3%% guideline, would generally be 
based on recovering the full net operating costs of agency trips and increasing 


regular fares to the extent necessary. 
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5.0 


SUMMARY OF SELECTED STRATEGIES 


The "Modified Trend" strategy incorporates the following major features: 


Ridership levels to 1991 are based on an eligibility policy of serving all 
persons who can not use regular transit as well as "grandfathering" all 
current users. The estimate is midway between low and high 
projections with a potential variation of plus or minus 10%. In the five 
year program analysis, ridership estimates will be considered in more 


detail. 


Service hours and the area served are the current DARTS service 


hours and the full Region area. 


Fares would be based on regular adult HSR fares and agencies would 


be charged current rates. 


A "Restraint" strategy should be developed to meet the Regional requirement 


of a maximum 3%% annual increase to 1991. The main features of this 


strategy which differ from the modified trend strategy are: 


Revenue policies would be modified to increase regular fares 


sufficiently to meet the annual Regional cost increase target. 


Table 3 


SUMMARY OF SELECTED DARTS SERVICE STRATEGIES 


Annual Ridership 
(Mid-Level Estimate) 


Annual Expenditures 


Annual Revenue 


Annual Deficit 


MTC Subsidy 


Region Subsidy 


Notes: (i) 


and are based on mid-level estimates. 


DARTS 
Actual 
1985 
Data 
(in 1985 
Dollars) 


193,000 


$1,717,000 


Seas7 JH000 


$1,338,000 


5 919,000 


5 419,000 


DARTS 
Estimated 
1986 
Data 
(in 1986 
Dollars) 


220,000 


52,107,000 


S$ 437,000 


$1,669,000 


$1,128,000 


S$ 541,000 


DARTS 
PROJECTIONS 
To 1991 
(in 1986 Dollars) 


Modified 
Trend 
Strategy 


229,000 (i) 


52, 244'000 


S$ 448,000 


$1,795,000 


S151755000 


S 621,000 


Restraint 
Strategy 


223,000 (i) 


$2,196,000 
$ 555,000 
$1,640,000 


$1,147,000 


S 494,000 


Annual ridership estimates shown are for comparison purposes 
Ridership should be 


analyzed in more detail in the analyses of five year plan 


requirements, 


(ii) To achieve a maximum 3%% increase, annual revenue would need 


This shou!d be 


to be increased to about $555,000 in 1991. 


analyzed in greater detail in conjunction with ridership estimates 


in the analyses of five year plan requirements, 


eho 


(ii) 


THE REGIONAL MUNICIPALITY OF HAMILTON-WENT WORTH 
REVIEW OF DARTS OPERATION 


TECHNICAL MEMORANDUM 
TASK 14: PREPARATION OF FIVE YEAR PLAN 
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RIDERSHIP ESTIMATES 
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DESCRIPTION OF FIVE YEAR PROJECTIONS 


Trend Strategy with 95% 
Trip Accommodation 


Trend Strategy with 99% 
Trip Accommodation 


Restraint Strategy 
DARTS Five Year Projection 


GAPITAL EXPENDITURE. PROJECTIONS 


SUMMARY ASSESSMENT 


1.0 INTRODUCTION 


The purpose of Task 14 (Preparation of a Five Year Service Plan and Program) 
is to provide a plan and program to guide the development of the DARTS 
services to 1991. In Task 12 two general service strategies were identified, as 


follows: 


Trend strategy where DARTS services are planned to accommodate 


1991 travel demands for an identified group of users. 


Restraint strategy where DARTS services are planned to ensure a 


maximum annual increase in Regional costs of 34%. 


To fully illustrate the five year program implications of the foregoing 


strategies three different cases have been analyzed, as follows: 


Trends strategy which is based on the projected travel demands to 
1991 for those persons in the Region unable to use regular public 
transit, with all existing users being grandfathered and at least 95% of 


all trip requests being accommodated. 


Trends strategy which is based on projected travel demands to 1991, 


with at least 99% of all trip requests being accommodated. 


Restraint strategy which would limit Regional cost increases to a 


maximum increase of 34% annually. 


In addition to these three cases, a proposed five year program developed by 


DARTS is also included for comparison purposes. This program is shown in 
both 1986 dollars and inflated dollars. 
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2.0 RIDERSHIP ESTIMATES 


The ridership estimates for the five year projections are based on the analyses 
of 1991 ridership conducted during Task 8 of the Study. The high growth level 
of ridership has been used which reflects an increase in the physically disabled 
population as well as a 15% increase in DARTS user travel activity. Also, 
since DARTS has registered almost 1000 new users during 1986, a farther 
adjustment has been made to provide for these additional users to be 
"grandfathered" (i.e., to be allowed to continue using DARTS regardless of 


their eligibility status). 


These ridership estimates, in terms of weekly trips, are outlined in Table 1. In 
summary, the total estimated 1991 travel demands for those persons unable to 
use public transit, plus existing users "grandfathered", is 5500 trips per week 
or 286,000 annual trips. With a 95% trip accommodation guideline the number 
of trips actually provided would be reduced to 5,270 trips per week or 274,000 
annual trips. These projections can be compared to 193,000 DARTS trips 
provided during 1985 and 225,000 trips expected during 1986. In estimating 
operating costs it is necessary to determine the ridership by taxis and DARTS 
vehicles. In 1985, 49.4% of DARTS trips were carried by taxi and in 1986 it is 
estimated that 51.1% of the trips will be carried out by taxi. While it is 
generally more cost-effective to carry trips by taxi, this is limited by persons 
in wheelchairs and walkers not being able to travel by taxi and also by 
scheduling efficiencies of carrying groups of people on DARTS vans. In 1991, 


it is estimated that 51% of the trips would be accommodated by taxis. 


The proposed five year program provided by DARTS is based on projected 
ridership of 331,000 trips in 1991, with 57% of these trips being provided by 


taxis. 
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Table Il 


1991 DARTS RIDERSHIP ESTIMATES 


Estimated 1991 
Weekly Trips 
Persons in wheelchairs or walkers: 2400 
Persons with specific physical disabilities: 2100 


Persons who are blind, retarded or frail-elderly only. 


(410 trips in March, 1986 less 1/3): 300 (i) 
Persons with no specific disability (440 trips in 

March, 1986 less 1/3): 300 (i) 
Additional persons registered during 1986 who would 

be "grandfathered": 400 (ii) 
Total 1991 Ridership Estimate: 5500 


Trips not provided with 95% trip 
accommodation guideline: 230 


Total 1991 Ridership Estimate with 95% 


Accommodation Guideline: 5270 
Notes: 
(i) By 1991 it is estimated that 1/3 of the persons "grandfathered" would 


no longer be active users (due to moving, death, etc.). The remaining 
persons travel activity is assumed to increase by about 15%. 


(ii) It is assumed that the additional DARTS users registered during 1986 
would be "grandfathered" and would generate an additional 400 trips 
per week. 
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3.0 COST ESTIMATES 


The estimates of costs, revenues and subsidies for each of the strategies are 
shown in 1986 dollars. The proposed DARTS five year program is also shown in 
inflated dollars. The major assumptions inherent in these estimates are as 


follows: 


Operating costs for DARTS vehicles are estimated by applying the 
average 1986 operating cost per trip (i.e., $11.57) to the number of 


vehicle trips estimated in each year. 


Operating costs for taxi services are estimated by applying the 1986 
cost per trip (i.e., $4.25) to the number of taxi trips estimated in each 


year. 


Overhead costs are assumed to remain at the 1986 level (i.e., 
$262,000) for each year. 


Depreciation costs were supplied by DARTS for each year and range 
between $74,000 (in 1989) and $95,792 (in 1987). 


Passenger revenues are estimated on average 1986 revenues per trip 
(i.e., $1.01 for regular passengers and charters and $5.30 for agency 


sponsored trips). 


Subsidy estimates are based on MTC paying 30% of taxi operating 
costs and 25% of other operating costs plus $2.70 per trip, with the 


maximum MTC subsidy not exceeding 75% of the net operating deficit. 


The number of in-service DARTS vehicles is based on 4700 annual trips 
per vehicle. The actual vehicle productivity in 1985 was 4650 annual 


trips per vehicle. 
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4.0 DESCRIPTION OF FIVE YEAR PROJECTIONS 


Five year financial projections have been prepared for each of the strategies 


identified in Section 1.0. These are described below. 


4.1 Trend Strategy with 95% 
Trip Accommodation 


Eligible user group consists of persons unable to use regular public 
transit, with all DARTS users in 1986 being "grandfathered" (i.e., 
allowed to continue using DARTS regardless of disability). 


DARTS ridership increases from 225,000 trips in 1896 to 274,000 trips 
in 1991 (i.e., 22% increase), This represents at least 95% of all trip 


requests being accommodated in 1991. 


Revenue policy based on charging regular H.S.R. adult fare for DARTS 


trips and 100% of net operating costs for agency trips. 


Annual expenditures, revenues and subsidies in 1986 dollars are shown 


in Table 2, 


4.2 Trend Strategy with 99% 
Trip Accommodation 


. Eligible user group consists of persons unable to use regular public 


transit with all DARTS users in 1986 being "grandfathered", 


DARTS ridership increases from 225,000 trips in 1986 to 286,000 trips 
in 1991 (i.e., 27% increase), This would represent over 99% of all trip 


requests being accommodated in 1991, 


Revenue policy based on charging regular H.S.R. adult fare for DARTS 


trips and 100% of net operating costs for agency trips. 


° Annual expenditure, revenue and subsidy estimates in 1986 dollars are 


shown in Table 3. 
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4.3 


4.4 


Restraint Strategy 


Eligible user group same as in Trend Strategy. 


DARTS ridership increases from 225,000 trips in 1986 to 274,000 trips 
Ine T1991 ‘Ge. 222%. increase). Tiss seepresents a 9596 trip 


accommodation level in 1991. 


Fares for regular DARTS trips are increased to about 150% of regular 
H.S.R. adult fare by 1991. Agency trips are charged 100% of net 


operating costs. 


Annual expenditures, revenues and subsidies in 1986 dollars are shown 
in Table 4, By 1991 the Regional subsidy is $547,000 in 1986 dollars 
which represents a 8.8% decrease from the 1986 budget subsidy of 
$599,774, With an annual cost inflation of 5% over the five year 


period, this would result in a net annual increase of about 3%%. 


DARTS Five Year Projection 


A five year ridership and financial forecast has been prepared by DARTS, This 


forecast is shown in Table 5 in 1986 dollars and in Table 6 in inflated dollars, 


The DARTS projection is based on a ridership increase to 331,000 trips in 1991 


from 225,000 trips in 1986 (i.e., 47% increase), with the taxi share of trips 


increasing from 51% in 1986 to 57% in 1991. It is assumed that this projection 


is based on further broadening of the group of people eligible to use DARTS. 


Table 2 


FIVE YEAR PROJECTION 


TREND STRATEGY WITH 95% TRIP ACCOMMODATION 


Ridership 
Agency trips 
Vans and charters 
Taxi trips 

Annual Ridership 


Annual Expenditures 
(1986 Dollars) 


Annual Revenues 
(1986 Dollars) 


Total Subsidy Required 
(1986 Dollars) 


MTC Subsidy 
(1986 Dollars) 


Region Subsidy 

(1986 Dollars) 

Fleet Requireinents 
In service vehicles 


Spare vehicles 


44,000 
115,000 
120,000 


235,000 


$2,198,000 


S 430,000 


$1,768,000 


$1,185,000 


$ 583,000 


zd 


44,000 
120,000 


125,000 


245,000 
S2e272 000 
S40) 000 
$1,832,000 
51,232,000 


S$ 600,000 


26 


44,000 
125,000 


130,000 


255,000 


$2,330,000 


S$ 450,000 


$1,880,000 


$1,278,000 


$ 602,000 


7p 


44 ,Q00 
129,000 


135,000 


264,000 


$2,414,000 


S 460,000 


$1,954,000 


510 25,000 


S$ 629,000 


28 


44,000 
134,000 


140,000 


274,000 


$2,491,000 


S$ 470,000 


$2,021,000 


$15572,000 


S 649,000 


22 


Table 3 


FIVE YEAR PROJECTION 


TREND STRATEGY WITH 99% TRIP ACCOMMODATION 


Ridership 
Agency trips 
Vans and charters 


Taxi trips 


Annual Ridership 


Annual Expenditures 
(1986 Dollars) 


Annual Revenues 
(1986 Dollars) 


Total Subsidy Required 


(1986 Dollars) 


MTC Subsidy 
(1986 Dollars) 


Region Subsidy 

(1986 Dollars) 

Fleet Requirements 
In service vehicles 


Spare vehicles 


es 


44,000 
116,000 


121,000 


237,000 


$2,216,000 


§ 433,000 


$1,784,000 


$1,196,000 


S 588,000 


25 


ed 


44,000 
122,000 


127,000 


249,000 


$2,309,000 


5 445,000 


$1,864,000 


$1,255,000 


§ 609,000 


26 


44,000 
128,000 


133,000 


262,000 


$2,386,000 


§ 457,000 


$1,929,000 


$1,313,000 


§ 616,000 


28 


44,000 
134,000 


140,000 


274,000 


$2,489,000 


S 469,000 


. $2,020,000 


$1,371,000 


S$ 649,000 


2) 
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44 000 
140,000 


146,000 


286,000 


$2,584,000 


§ 482,000 


$2,102,000 


$1,429,000 


S$ 673,000 
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Ridership 
Agency trips 
Vans and charters 
Taxi trips 

Annual Ridership 


Annual Expenditures 
(1986 Dollars) 


Annual Revenues 
(1986 Dollars) 


Total Subsidy Required 


(1986 Dollars) 


MTC Subsidy 
(1986 Dollars) 


Region Subsidy 

(1986 Dollars) 

Fleet Requirements 
In service vehicles 


Spare vehicles 


Table 4 


FIVE YEAR PROJECTION 


RESTRAINT STRATEGY 

1987 1988 1989 

44,000 44,000 44,000 

115,000 120,000 125,000 

120,000 125,000 130,000 

235,000 245,000 255,000 
$2,198,000 $2,272,000 $2,330,000 
S 447,000 S 476,000 S$ 505,000 
SIZ 51000 (51.7 96,000) 31,825,000 
Si.185-000) ~$142323000 51,273,000 
S$ 566,000 $ 564,000 $ 546,000 

25 26 27, 

4 4 4 


44,000 
129,000 


135,000 


264,200 


$2,414,000 


S 538,000 


$1,876,000 


510 725,,000 


Sy 51,000 


28 


ee 


44,000 
134,000 


140,000 


274,000 


$2,491,000 


$ 572,000 


$1,919,000 


$1,372,000 


S$ 547,000 
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1987 1988 19389 1990 1991 

Ridership 

Vans and charters 115.000 129,000 135,000 139,000 143,000 

Taxi trips 1235.00 135,000 150,000 168,000 138,000 
Annual Ridership 238,100 264,000 285 ,000 307 ,000 331,000 
Annual Expenditures 
(1986 Dollars) S2239,000° 52,317,000. 52,282,000 52,450,000 §52,536,000 
Annual Revenues 
(1986 Dollars) S 410,000 ~“S? 413,000 5° 403,000 5) 397,000 S$ 392,000 
Total Subsidy Required 
(1986 Dollars) $1,829,000 $1,904,000 $1,980,000 $2,054,000 $2,144,000 


MTC Subsidy 


Table 5 


FIVE YEAR PROJECTION 


D.A.R.T.S. PROPOSAL (1986 DOLLARS)() 


(1986 Dollars) $1,197,000 $1,279,000 $1,349,000 $1,412,000 $1,485,000 
Region Subsidy 
(1986 Dollars) S 632,000 5 625,000 $ 631,000 5 642,000 > 659,000 
Fleet Requirements 
In service vehicles 25 27 28 30 30 
Spare vehicles 4 4 4 4 4 


Notes: (i) Estimates based on DARTS five year forecasts reduced to 1986 


dollars at a 5% annual discount rate. 
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Ridership 
Vans and charters 


Taxi trips 


Annual Ridership 


Annual Expenditures 


Annual Revenues 


Total Subsidy Required 


MTC Subsidy 


Region Subsidy 


Fleet Requirements 
In service vehicles 


Spare vehicles 


Table 6 


FIVE YEAR PROJECTION 


1987 


1988 


eee 


115,000 


123,100 


238,100 


523551000 


S 430,500 


$1,921,000 


$15257,,000 


S$ 664,000 


2 


129,000 


135,000 


264,000 


$2,555,000 


S 455,500 


$2,099,000 


$1,410,000 


S 689,000 


a7 


Eales 


135,000 


150,000 


285,000 


$2,759,000 


S$ 466,000 


$2,292,000 


$1,561,000 


§ 731,000 


28 


D.A.R.T.S. PROPOSAL (INFLATED DOLLARS) 


1990 


139,000 


168,000 


307,000 


$25979,000 


S$ 483,000 


$2,496,000 


$1,716,000 


S$ 780,000 


30 


1991 


143,000 


188,000 


331,000 


$3,236,000 


> 501,000 


$2,736,000 


$1,895,000 


S 841,000 


30 


5.0 CAPITAL EXPENDITURE PROJECTIONS 


The main area of DARTS capital expenditure is vehicle fleet replacements and 
expansion. For the Trend Strategy with 95% trip accommodation, the vehicle 


fleet would be expanded from 29 vehicles (25 in-service, 4 spares) in 1986 to 
33 vehicles (29 in-service, 4 spares) in 1991. The number of vehicles to be 


purchased in each year and the estimated capital costs are provided in Table 7. 


Table 7 


CAPITAL EXPENDITURE PROJECTIONS 
TREND STRATEGY WITH 95% TRIP ACCOMMODATION 


Capital 
Replacement Fleet Costs (ii) 
Vehicles (i) Expansion (1986 Dollars) 
1987 1 - $ 44 ,000 
1988 ‘ ! § 44,000 
1989 | 1 $ 88 , 000 
1990 6 1 S 308,000 
1991 g I § 396,000 
Notes: 
(i) Estimates of replacement vehicle requirements provided by DARTS. 


(ii) Capital Cost per vehicle is estimated at $44,000 in 1986. 
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6.0 SUMMARY ASSESSMENT 


Essentially 3 different strategies have been considered as follows: 


Trends strategy with 95% or 99% accommodation of all trip requests, 


Restraint strategy which would limit Regional cost increases to about 


3%% annually over the five year period. 


DARTS strategy which would accommodate an expanded user market. 


The Trends strategy is directed at meeting the travel needs of the population 
unable to use regular public transit plus all other existing DARTS users, This 
strategy, with a 95% trip accommodation guideline would result in Regional 


costs increasing from $600,000 in 1986 to $649,000 by 1991 (in 1986 dollars). 


The Restraint strategy would meet the travel needs of the same group as the 
Trends strategy, but would limit the Regional cost increases to 34% annually 
(in inflated dollars) by increasing regular DARTS fare to about 150% of H.S.R. 
adult fares over the five year period. This is felt to be the most desireable 
approach to meeting this financial objective as it still provides service to the 
target group of users, An alternative approach to achieving this objective 
would be to review current DARTS user eligibility status and to disqualify 
those persons not meeting the recommended eligibility guideline. This 
alternative has not been analyzed as it could create individual hardships for 


existing Users. 


The DARTS proposed five year plan is based on further broadening the market 
served by DARTS by about 15% as well as reducing the fares charged to 
DARTS users. 


It should be noted that the financial analyses of the Trends strategy and the 
Restraint strategy assume that MTC will continue to provide full funding to 
DARTS for all trips carried. The MTC policy is to provide the per trip subsidy 


of $2.70 in 1986 to trips by persons unable to board a regular transit vehicle, 
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About 80 to 85% of the forecast 1991 DARTS trips would meet this guideline. 
This would mean that up to 15 to 20% of the trips might not be eligible for the 
per trip subsidy. This could result in a $110,000 to $150,000 shift of subsidy 


from MTC to the Region. 
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THE REGIONAL MUNICIPALITY OF HAMILTON-WENT WORTH 
REVIEW OF DARTS OPERATION 


TECHNICAL MEMORANDUM 
TASK 15: REVIEW OF DARTS ORGANIZATIONAL 
STRUCTURE 


Prepared By: DeLCan (DeLeuw Cather, Canada Ltd.) 
November, 1986 
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1.0 INTRODUCTION 


The purpose of Task 15 (Review DARTS Organizational Structure) is to 
identify appropriate organizational changes to effectively manage the 
implementation of the proposed five year plan for DARTS. At the conclusion 
of Phasel of the Study, the following major issues were identified for 


consideration in development of a five year plan for DARTS: 
Eligibility Policy 


In Phase IV it was determined that the current DARTS eligibility 
policy has accommodated persons who would not be eligible under the 
current MTC funding program. Further, it was established that future 
DARTS ridership levels are directly related to the eligibility policy 


and how this policy is administered. 
Service to Other Agency Programs 


DARTS currently provides services to users travelling to and from 


other agency programs and charges a negotiated rate directly to the 
agencies for the service. This practice increases DARTS revenues but 


it involves a commitment of services to the agencies involved. 
Level of Service 


DARTS services have expanded rapidly in the past and currently 
provide a high level of service. The question to be addressed is what 


level of service is required over the next five years and what financial 


resources are required to achieve this level of service. 
Organizational Structure 
A major issue to be addressed relates to the respective roles of the 


Region and DARTS in delivering the service, including the most 


appropriate relationship of DARTS to the Region. An appropriate 
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Organizational arrangement is required to ensure that the necessary 
services can be delivered in an efficient manner and in conformity to 


the overall policies for DARTS services, 


The initial tasks in Phase II have dealt with development of general service 
policies and operational guidelines, the development of two candidate service 
strategies to 1991 and preparation of a five year program. Three service 


Strategies have been identified, as follows: 


A modified trends strategy which would accommodate an increase in 


ridership to 1991 of about 40% to 50% as compared to 1985 ridership. 


: A restraint strategy which would limit the Regional cost of DARTS 


services to an annual increase of no more than 3%%, 


: A strategy prepared by DARTS which would accommodate an increase 


in ridership to 1991 of about 70% as compared to 1995 ridership, 


This report outlines some of the organizational changes which should be 


considered for the successful implementation of these strategies. 


2.0 EXISTING ORGANIZATIONAL STRUCTURE 


Three agencies are involved in the DARTS service, as follows: 


DAS 


Region of Hamilton-Wentworth 


Ministry of Transportation and Communications (MTC) 


The MTC provides Provincial funding support to DARTS through their 
Transportation for the Physically Disabled Subsidy Policy. The Region 
provides local funding support to DARTS in accordance with the approved 
annual budget for DARTS and under the terms of an operating agreement 
between the Region and DARTS. DARTS is responsible for delivery of the 
services in accordance with the approved annual budget and operating 


agreement. 


The various functional responsibilities of DARTS at present are as follows: 


System Management including administration, planning, user 


registration and customer relations. 
Reservations, scheduling and dispatching. 
Operation of the services. 


Maintenance of the vehicle fleet. 


DARTS carries out the taxi portion of the operations and vehicle fleet 


maintenance through contracts with private firms. 


DARTS affairs are managed by a Board of Directors, one of whom is appointed 
by the Region and is a member of Regional Council. The remaining members 


of the Board of Directors are appointed by the members of DARTS. 
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3.0 INTEGRATION OF DARTS WITH REGION 


At the outset of the Study, one of the questions to be addressed was whether 
DARTS should be integrated with the Region organization (e.g., DARTS would 
become part of a Region Department such as Transportation or Social 
Services). In reviewing four other similar-sized systems (London, Peel Region, 
Winnipeg, Ottawa) it was found that all four systems have a municipal 
department or transit commission directly responsible for system management 
functions, three of the four are directly responsible for scheduling and 
dispatching functions and only two of the four operate the services directly. 
Generally, this is typical of the industry with the municipalities tending to be 
heavily involved in system management, particularly setting of policy and 
planning, while the actual operation of the services is more likely to be carried 


out by a private contractor. 


There are a number of advantages and disadvantages of DARTS becoming fully 


integrated with the Region as follows: 


Integration of DARTS with a Regional Department would give 
Regional Council the capability to directly set operating policies and 


to that ensure these policies were implemented. 


The lines of authority and accountability to Regional Council for the 
DARTS services would be clearer than at present. However, it would 
also mean that Regional Council would have to become more involved 


in day-to-day issues related to the operation of the services. 


Integration of DARTS with the Region would likely increase the costs 
of operating the DARTS service in the future. A recent report by 
Deloitte Haskins & Sells Associates (HSR-Wentworth St. Transit 
Centre Relocation Studies - Final Report, December 1985) addressed 
this question in some detail and identified areas of increased costs 
with integration of DARTS with Regional operations. It was concluded 
in Phase I of this study that DARTS efficiency compares favourably 
with other similar systems and integration with the Regional 


organization is unlikely to improve existing operational efficiency. 
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. Integration of DARTS with the Region could reduce the flexibility to 
contract services to the private sector (i.e., taxi services, vehicle 
maintenance) as well as reducing the potential for private 


contributions of volunteer help and money to the system. 


The existing DARTS organizational structure has been in place for 
almost 10 years and an administrative structure has evolved to deliver 
the services in an efficient manner. Integration of DARTS with the 
Region would require a review of administrative procedures, staff 
positions, financial procedures and so forth to ensure conformity with 
Regional practices. This review and implementation of the necessary 
changes would result in additional costs to the Region and would 
disrupt the ongoing management and delivery of the DARTS services 


during the implementation process. 


In summary, the full integration of DARTS with the Regional organization is 
not recommended. However, specific changes to the roles and responsibilities 
of the Region and DARTS should be considered to ensure that roles and 
responsibilities are clarified and to ensure that the Region has sufficient 
control over the system to implement major policy guidelines. Some potential 
changes aimed at achieving these objectives are outlined in the following 


section. 


4.0 REVIEW OF POSSIBLE ORGANIZATION CHANGES 


4.1 Region Assumes System Management Functions 


A typical approach in many cities is that the municipality has its own staff 
carry out system management responsibilities and the operator is responsible 
for service scheduling, dispatching and on-street operations under contract. 


System management functions would generally include: 


Service planning 
Preparation of budgets 
User registration 
Customer relations 
Monitoring of operations 


Administering operating contracts 


Advantages and disadvantages of this approach for Hamilton-Wentworth are as 


follows: 


Regional Council would have a greater level of control over an 


important public service which is heavily supported by public funds. 


The operating functions would still be carried out by a private 
contractor which should enable lower costs to be achieved than if the 


Region operated the services. 


Overall (Region and DARTS) administrative costs would likely increase 
from the current situation. . The Region would need to allocate staff 
time to the system management functions (potentially | to 2 positions) 
while DARTS would still need to maintain staff for office 
administrative functions and operations management. 

This change would be disruptive to the current structure in terms of 
reorganizing staff and developing new lines of communication and 


reporting. 
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; The Region does not currently have the full experience and expertise 
to carry out the system management functions. Also, as the Region 
has not previously been extensively involved in DARTS operations, 


they do not have an established rapport with the disabled community. 


Under the current organizational structure, members of the DARTS 
Board of Directors contribute considerable time and effort towards 
the management of the system. With the Region assuming system 
management responsibilities, these contributions would not be fully 


utilized. 


In conclusion, it is not felt that this change is warranted at this time due to 
likely increases in costs and disruption of the current structure. Other 
changes are discussed below which should enable the Region to exercise the 
necessary level of control over this service. However, if these more minor 
changes are not found to be successful, this option should be given further 


consideration in the future. 


4.2 Region Assumes User Registration Function 


A major issue identified in Phase I relates to the eligibility policy and the 
eligibility status of DARTS users. The eligibility policy is administered 
through the screening, processing and approval for registration of applications 
by potential users. This is a key activity in exercising control over the ongoing 
demand for DARTS services. As it is perceived that Regional elected 
representatives do not have adequate control over DARTS services, this 


function is of major importance to the Region. 
Advantages and disadvantages of this change are as follows: 


, The Region would have direct control over a critical, policy-related 
function without impacting the current operating efficiency of 
DARTS. Much of the controversy over the last 1-2 years is related to 


eligibility policy and the administration of that policy. 
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The Regional Department responsible for this function would be in a 
better position to carry out this function objectively in keeping with 


the Regional policy than DARTS. 


Some Regional staff resources would have to be allocated to this 
function to set up the application, screening and registration process, 
to handle applications, to maintain communications with DARTS and 
to maintain a registered user list. This would likely require additional 


Regional staff. 


In conclusion, it is recommended that the Region assume the DARTS 
registration function. This change would enable the Region to play a greater 
role in a major policy area without significantly disrupting the overall 
structure. The DARTS budget is currently within the overall Regional 
Transportation program and it would be most appropriate from an 
organizational point-of-view that the user registration function be transferred 
to the Transportation Department. To undertake the functions there may be a 
need for the Department to acquire additional staff resources. Also, the 
Department may require support from other Departments such as Regional 
Social Service to properly carry out the function. The specific arrangements 


will require a more detailed analysis by the Transportation Department. 
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4.3 Increased Regional Representation on 
DARTS Board of Directors 


At present one member of the DARTS Board of Directors is a member of 
Regional Council, appointed by the Region. The remaining members of the 
Board are appointed by the DARTS membership. The DARTS Board of 
Directors is charged with the responsibility of efficient and effective delivery 
of the services in accordance with agreed policies and budgets. A potential 
organizational change could be an increased Regional representation on the 
DARTS Board of Directors. This would increase the level of Regional control 
over DARTS operations but would require a commitment of time and effort by 
the additional representatives. However, a greater level of direct Regional 
representation on the DARTS Board is not necessarily consistent with the roles 
of each party. That is, the Region is a policy making and funding agency and 
DARTS is an operating agency. Therefore it is not suggested that the existing 


level of representation be changed. 


DARTS currently reports to Regional Council through the Transportation 
Services Committee of Council. To maintain an effective reporting process in 
future, it is recommended that the representative of the Regional Council 
appointed to the DARTS Board of Directors should also be a number of the 
Transportation Services Committee. This continuity will ensure that the 
Transportation Services Committee and Regional Council will have a full 


understanding of the DARTS operation. 


44 Reporting to Region 


For the Region to properly perform its role as a funding and policy setting 
body for DARTS services, it is vital that the Region receive regular reports 
regarding DARTS finances and system performance. Reports should 


encompass the following: 


Financial Data 
- Expenditures by type 
- Revenues by type 


- Subsidy requirem nts 
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Service Data 
- Hours and kilometers operated by vans and charter buses 
- Taxi trips 


- Vehicles in service and on standby 


Operational Performance Data 

= Vehicle km per trip 

- Vehicle trips per hour 

- Average operating cost per trip for vehicles and taxis 


- Administrative cost per trip 


Ridership Data 

- Trips requested 

- Trip refusals and cancellations 

- Trips provided by vans, charters and taxis 
- Complaints recorded 


- Number of registered users 


This data is currently available on a monthly basis through DARTS 
management information systems and provision of these reports to the Region 
will not involve additional expenses. Currently the H.S.R. provides monthly 
system reports to Regional Council. It is suggested that the DARTS system 
performance reports should be provided every 3 months to the Regional 
Transportation Services Committee through the Commissioner of 


Transportation. 


4.5 Update DARTS-Region Operating Agreement 


The current agreement between DARTS and the Region was executed in 1983. 
This agreement should be updated to reflect the foregoing recommendations 


and to ensure that the roles and responsibilities of DARTS and the Region are 


clearly stated. Specific points which should be added or modified in the 


agreement are: 
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: General service policies (e.g., eligibility, availability of service, etc.). 


Service specifications (area, hours, schedule adherance, trip times, 


etc.). 


Fare and revenue policies (regular fares, agency charges, charter 


costs). 
Responsibilities and procedures for user registration. 
System monitoring and reporting requirements. 


Process for annual service plan and budget submission. 


4.6 Internal DARTS Organization 


No specific changes are suggested at this time to the internal DARTS 


organization. 


The overall level of administrative costs appear reasonable in comparison with 
other systems. The changes suggested in the other sections will have a fairly 
minimal impact on internal staffing and organization. Shifting of the user 
registration function to the Region is unlikely to reduce the current 
administrative staff compliment as this function is currently one of several 
responsibilities of one particular staff member. It is envisaged that that 
person would have the added responsibility for day-to-day liaison with the 


Region staff responsible for user registration. 
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5.0 SUMMARY AND CONCLUSIONS 


At the present time, it is suggested that only minor changes to the existing 
organizational structure be made. These changes are necessary to achieve the 


following objectives: 


To confirm the Region's role as the body responsible for overall 


DARTS service policy and for local funding of the system. 


To ensure that the Region is properly equipped to fulfill this role 


through established reporting procedures. 


To ensure that the key policy area, namely user eligibility, is 


administered in an objective manner in the public interest. 
The following specific changes have been proposed to meet these objectives: 


Region assumes responsibility for user registration function. 


In future the Regional representative on the DARTS Board of 
Directors should also be a member of the Transportation Services 


Committee. 
Regular performance reports by DARTS to Region. 


Update of DARTS-Region Operating Agreement. 
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